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The advent of digital revolution has changed the traditional way of manging businesses with a focus 
on better customer relationship management using sophisticated management software. From 
customer loyalty to demanding customers, companies and organisations have upgraded their standard 
business processes through transformation and re-engineering for productivity improvement. This 
study examines the interface between technology and service operations with an emphasis on business 
process re-engineering model for variables that have impact on the adoption of electronic Customer 
Relationship Management (eCRM) systems used in the medical device industry in South Africa. This 
research uses the qualitative method for technology acceptance model, McKensey, SWOT and 
PESTEL analysis as well as the quantitative research method to statistically measure data collected 
from the interviews and questionnaires. Descriptive statistics, correlation and regression analysis were 
used to assess the relationship and the degree of significance between research variables that were 
tested reliable and valid. Results showed that critical success factors that enable successful eCRM 
implementation involve management and employee commitment, IT infrastructure, User acceptance, 
business process redesign, project champion, change management and training. Research findings 
showed that 78.80% of the business performance behaviour is explained by all research variables 
namely the human factor 1, human factor 2, user-interface and usability, standard operating procedure 
and the training variables. Furthermore, only the human factor 2 and the standard operations procedure 
variables have a positive and significant relationship with the organisational performance. However, 
the ANOVA statistics showed that the contribution of all these variables at once remains significant 
for a successful implementation of the eCRM application system in the medical device industry. 
Although, it is an obligation for businesses to become fully digitalised to deliver quality and on-time 
services, observations showed that 65% of such project implementation fails because of no 
commitment from the top management, no employee or end-user’s contribution on the decision-
making process, lack of team collaboration, no “As-Is” business procedures, constant training 
requirements, continuous system updates as well as the eCRM system limitations. However, the use 
of smart technologies is currently a “must” that companies have to adopt since customer experience is 
growing at a high speed. Based on the above-mentioned results, this study has built up a business 
process re-engineering model that will guide organisations in coping with the difficult process of new 
management software implementation while decreasing cost implications and thus ensure customer 
satisfaction as well as business efficiency.  
Keywords: eCRM Application, System Adoption, SWOT, PESTEL, Business Process, Reengineering 
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1.1 Introduction   
The adoption process of a newly implemented electronic Customer Relationship Management (eCRM) 
application system proves to be the modern-day challenge for technologically innovative driven global 
organisations that want to improve on customer relationship management. Looking specifically into 
the implementation of eCRM application systems and how rapid the organisation adopts them; 
observations show that organisations have often invested huge amounts of capital towards 
implementing new systems before discovering that they might fail in the adoption process of it. 
Fjermestad and Romano (2003) discovered that organisations that had difficulties in adopting eCRM 
successfully did not initially realize how much impact humans have on the successful implementation 
and adoption of a new technological system. Fjermestad and Romano (2003) also believed that most 
software designers build their systems around customers, but not necessarily their primary customers 
which are the end-users. There are reasons to believe that there is a misalignment or lack of knowledge 
in many organisations processes in ensuring a successful adoption of newly implemented eCRM 
application.  
In April 2016, the organisation under study implemented a new global electronic Customer 
Relationship Management application system supplied by a software vendor called salesforce. The 
software system was designed as a cloud-based eCRM solution that will integrate various departments 
of the organisation into a common platform. According to the organisation, there is currently an 
unsatisfactory adoption by the end-users on the new eCRM application system. It is believed that 
understanding the hindering factors of a much faster and successful adoption by the end-user will 
increase the effectiveness and efficiency of operations. It will thus help to fulfil the objectives first set 





1.2 Background of the organisation 
Service organisations depend heavily on advanced electronic Customer Relationship Management 
(eCRM) application systems to help them to manage their daily operational interactions with their 
customers. It is, therefore, crucial for service industries to keep abroad with the ever-changing adoption 
strategies of new technological application systems that keep their organisations competitive and 
increase customer satisfaction through sustainable relationship management. Both the global market 
and competitors consequently place many organisations in a corner where continuous improvement on 
knowledge related to newly implemented technological application systems such as eCRM as the only 
way to survive and to stay a market leader. This entails that organisations need to constantly acquire 
the latest systems and continue to search for other technological innovations which the rest of the world 
can offer. Service industry market leaders should always be seeking ways to improve their business 
operations through better information technology solutions (IT solutions). Customer satisfaction 
nowadays when associated with anything technological, it is always linked to better user interface and 
user adoption demonstrated through user capabilities.  
 
1.3 Problem statement  
The adoption phase of a newly implemented eCRM application system consists of filling gaps that 
hinder end-users and the organisation from fully utilizing the system to achieve a 360º view of the 
overall customer satisfaction. This newly implemented eCRM application system is an integrated tool 
that was intended to increase organisational performance through digital collaboration and 
transparency by unifying CRM activities under one single database and one software platform 
remotely accessible by employees whatever their location. By implementing a new eCRM application 
system, the organisation believed that it should gain an all-round view of each activity performed at 
every customer site. As a result, it will help the organisation to identify gaps in their operations at 
customer relationship management level and to further anticipate more customer needs. Currently, the 
benefits of implementing a new eCRM application system are not entirely experienced by the 
organisation because of a lack of adoption, data that is incorrectly migrated from the previous system 
as well as a lack of understanding on how to fully utilise the newly implemented eCRM system. 
Evidence showed that no one is responsible for the eCRM application system ‘data management’ at 
the company level because the software has no custodian or a department that is fully responsible for 
monitoring and managing it. In this regard, the organisation's performance relating to using this new 
technological tool is affected by lack of understanding on the four variables that impact it namely 




1.4 Aim of the research 
The study is aimed at examining the interaction between variables such as the human factor, user-
interface, and Sops in order to understand potential impacts caused by these variables on a successful 
adoption of a new eCRM application system used in the medical device industry.  
1.5 Research Objectives  
Research objectives include the following points: 
• To apply the McKinsey 7s elements, SWOT, PESTEL analysis help to examine the internal 
and external environment that have an influence on the successful adoption of a new eCRM 
application system used in the medical device industry. 
• To identify critical success factors that have an influence on the successful adoption of a new 
eCRM application system used in the medical device industry. 
• To design a new Business Process Re-engineering model that have a significant influence on 
the successful adoption of a new eCRM application system used in the medical device industry. 
1.6 Research questions 
This research is seeking to understand challenges faced by management when adopting a new eCRM 
application system in the medical device industry in South Africa. The following questions will direct 
achievement of the research objectives:  
• To what extend can the McKinsey 7s elements, SWOT and PESTEL analysis help to examine 
the internal and external environment that have an influence on the successful adoption of a 
new eCRM application system used in the medical device industry? 
• To what extend can the critical success factors have an influence on the successful adoption of 
a new eCRM application system used in the medical device industry? 
• To what extend can a new Business Process Re-engineering model have a significant influence 
on the successful adoption of  a new eCRM application system used in the medical device 
industry? 
 
1.7 Research Hypotheses 
The following hypotheses have been considered in this study to finalise research findings regarding 
the statistical variable that have a significant influence on the successful adoption of a new eCRM 




HA1: Human factor 1 have a significant influence on the successful adoption of a new eCRM 
application system used in the medical device industry. 
H01: Human factor 1 cannot have a significant influence on the successful adoption of a new eCRM 
application system used in the medical device industry. 
HA2: Huma factor 2 have a significant influence on the successful adoption of a new eCRM 
application system used in the medical device industry. 
H02: Huma factor 2 cannot have a significant influence on the successful adoption of a new eCRM 
application system used in the medical device industry. 
HA3: User-interface and usability have a significant influence on the successfully adopting a new 
eCRM application system used in the medical device industry. 
H03: User-interface and usability cannot have a significant influence on the successfully adopting a 
new eCRM application system used in the medical device industry. 
H04: Standard operating procedure have a significant influence on the successful adoption of a new 
eCRM application system used in the medical device industry. 
H04: Standard operating procedure cannot have a significant influence on the successful adoption of 
a new eCRM application system used in the medical device industry. 
HA5: Training have a significant influence on the successful adoption of a new eCRM application 
system used in the medical device industry. 
H05: Training cannot have a significant influence on the successful adoption of a new eCRM 
application system used in the medical device industry. 
Hypothesis decisions  
 
The null hypothesis will be rejected if the P-Value is more than .05 and accepted if the P-Value is lower 
than .05 at a significance level of 5%. 
1.8 Significance of the research  
There are three significant reasons for this research. Firstly, the research examines the variables to 
consider in order to successfully adopt a newly implemented eCRM application. Secondly, the research 
highlights the importance of management’s commitment in ensuring a successful adoption phase 




study believed that the quality of service depreciated because of a lack of data reliability and accuracy 
on the newly acquired eCRM system. The current study, therefore, proposed a new business processing 
model to help increase adoption and data accuracy.  
1.9 Summary 
The implementation of a new eCRM application system must have pre-defined adoption strategies and 
there should be sufficient knowledge about the variables that can hinder its adoption phase. Below are 
the five chapters that will be covered in this study: 
Chapter one 
The problem statement, research question, secondary research questions, significance of this research, 
aim and the objectives for examining the adoption of an eCRM application system were discussed.  
Chapter two  
The research provides an in-depth literature review of the concepts related to eCRM such as firstly 
understanding what CRM is and its execution at the business level. Thereafter, the advantages and 
disadvantages of an eCRM system will be discussed. Furthermore, this research provides literature 
review on eCRM implementation and adoption strategies as well as the review of different models that 
other researchers found in the same field of study.  
Chapter three   
Chapter three covers the methodology used in this research including the research design, the sampling 
method, research strategy, data collection process from both a qualitative and quantitative approach.  
Chapter Four 
In chapter four, there is research findings and discussions based on the statistics outcome of this 
research. Those outcomes include the impact of gender, age, ethnicity, and level of education on 
adoption, Furthermore, Pearson correlation and scatterplot are analysed to show the relationship 
between variables. The coefficient of determination, percentage variance, regression, model summary, 
ANOVA, and the regression analysis coefficients are equally analysed to show which variables have 







In chapter five, a discussion on the critical success factors and hindering factors for successful adoption 
of the newly implemented eCRM application system are articulated in the simplest manner so that both 
technical and non-technical IT audiences can easily understand. In this chapter, a new adoption model 











Sekaran (2013) defined the literature review as a study on a topic that supports specific research 
questions. According to Sekaran (2013), “A literature review needs to draw and evaluate a range of 
different types of sources including professional journals, books, conference papers, and web-based 
resources”. The literature review will give the reader an understanding of the concepts and techniques 
related to the topic of the study. This research mainly focuses on studying variables that impact the 
effective utilisation of an eCRM application system causing it to become inefficient and hindering 
operational service excellence. The concept of using literature review is to grow knowledge on how 
things have been done in the past and to generate an understanding of the transition from theories 
previously used to how they may still relate to the present time. Malina, Nørreklit, and Selto (2011) 
strongly emphasised that research is a continuous learning process, and it is now quite clear that it has 
become less of a testing exercise. 
2.2 Customer Relationship Management 
Hung, Tsai and Jiang (2009) mentioned that some of the key business drivers are to improve quality 
and customer satisfaction. These researchers further made a point that supports the importance of CRM 
and explains it in a simpler context describing it as a platform. They argued that the platform is where 
organisations can learn all they can about their current and potential customers, and also be able to 
communicate information that is timely and relevant. Thereafter, results are tracked in order to make 
changes where applicable. Other researchers view CRM as a customer-focused business strategy 
(Thuyuyen & Nguyen. 2013). 
It has been said that the core purpose of CRM is to establish and maintain profit maximisation through 
customer relationships, and in return, customers should also receive some form of value back beyond 
the provided core services (cited in Thuyuyen and Nguyen. 2013 by Zablah et al. 2004). In a recent 
study conducted by chief information officers in the health care industry, customer satisfaction was 




Furthermore, CRM recently became a highly important aspect in the United Kingdom following the 
United States market research that discovered that majority of customers feel dissatisfied with the 
current services (Hung, Tsai & Jiang. 2009). Based on the literature gathered in this research, it is quite 
clear that other researchers support the aims stated in chapter 1. They also believed that effective CRM 
systems must integrate all three variables being the Strategy, people, and technology. Research 
continues to emphasise on integrating these variables for CRM to be operative.  Schultz (2000) 
discovered that different countries have different views on the reasons to adopt eCRM application 
systems. He made mention of the North American view which believed that eCRM is to be a better 
technology-driven solution for integrating sales, marketing, and management. However, the North 
American view was mainly focusing on the flow of information. The researcher further mentioned that 
the North European view is that organisations adopt CRM technologies in order to sustain their 
relationships with their customers over time with the intention to build on customer loyalty and 
retention.  
Researchers believe that CRM created a platform for what they called “relationship marketing” when 
information technology was used in developing meaningful relationships (cited in Thuyuyen and 
Nguyen. 2013 by Goodhue et al, 2002). Hung, Tsai and Jiang (2009) also emphasised that most 
organisations adopt CRM because of an increase in customer database that indicates growth in the 
organisation. Consequently, this is said to be one of the factors that would influence the adoption of 
eCRM and any IT innovations. Researchers mentioned that organisations use some of the widely 
known systems such as database management, online analytical processing (OLAP), data mining and 
even call centres to improve the growth of their organisation (Hung, Tsai & Jiang. 2009). 
The above-mentioned equally highlight the different reasons as to why organisations would want to 
adopt CRM technologies. Whatever the advantages that most organisations that adopt eCRM may have 
realised, other researchers revealed that some organisations still do not consider investing in CRM 
technologies because of no good return on investment (ROI) due to its commonly known high failure 
rates. These researchers emphasised that failure in successfully adopting or integrating CRM 
technologies is influenced by user acceptance (cited in Thuyuyen and Nguyen. 2013 by Richard et al. 
2007). Furthermore, Thuyuyen and Nguyen (2013) said that the decision process lacks knowledge and 
communication that leads to the failure during implementation.  
Some researchers have the perception that CRM is an enterprise application whereas for others’ 
opinions, CRM is view as “a high level of investment and long-term commitment to an organisation 




systems” (cited in Thuyuyen and Nguyen. 2013 by Nguyen et al. 2007).  In the context of this study, 
the following definition of CRM system will be adopted (cited in Thuyuyen and Nguyen. 2013 by 
Payne, Frow. 2005): CRM offers advanced opportunities to utilise data or information in order to 
understand the customer and create values. An integration of the human factor (perception and skills 
capability), operational technology capabilities (User interface) and Standard operating procedure 
(processes) are to be considered as well. 
2.3 Electronic-Customer Relationship Management 
Since the application of technology, customer relationship management has evolved into what is 
known as electronic customer relationship management (Olupot et al., 2014). Researchers believed 
that customer relationship management has been adopted by both large and small organisations with 
the idea of improving the relationship between the organisations and its customers (Olupot, Kituyi and 
Noguera  2014). Fjermestad and Romano (2003: 2) in their study emphasised that “eCRM has become 
the latest paradigm in the world”. Furthermore, it is believed that more than one-half of eCRM projects 
are not expected to produce a measurable ROI and 19% of organisations decided to stop funding their 
eCRM projects. This raised a question as to why are organisations having such a hard time in achieving 
their eCRM goals? (Olupot. 2014) discovered that most organisations in developing countries do not 
have an eCRM system in place but those that have tried to implement the system have failed with only 
about 6% of them that have successfully implemented the eCRM system.  
Some of the reasons suggested that failure occurred due to limited resources such as skilled personnel, 
computer software and hardware that happened to be the major constraints (Olupot. 2014). Fjermestad 
and Romano (2003) categorised eCRM into two: the first being operational eCRM which is concerned 
with customer touch point and relating it to the organisation’ employees. The second being analytical 
eCRM which requires technology to process large amounts of customer data with the intent to 
understand customer purchasing patterns and many other analytics that can bring up new business 
opportunities.  
The organisation understudy currently has most departments uploading information on the eCRM 
application system so as not to lose valuable customer information even if the current key account 
manager would leave. The next key account manager should be able to carry on with ease after the 
handover process is running. Fjermestad and Romano (2003) believed that the implementation of 
information technology allows an organisation to accumulate knowledge about its customers, 




2.3.1 Advantages of adopting eCRM 
According to previous research, some of the benefits of implementing an eCRM application system 
are gaining better business competitiveness, an increase in customer loyalty and profitability 
intensification (Kevork et al. 2009, cited in Olupot et al. 2014). It is believed that maintaining a long-
term relationship with customers is possible through using e-CRM, any change is said to have an 
impact on the organisation (Kellen, 2002, cited in Olupot et al., 2014). 
2.3.2 Disadvantages  
When adopting an eCRM system, some of the challenges include resistance to change, lack of skills, 
and to some level ignorance from customers (Brindley 2005, cited in Olupot et al., 2014). Research 
suggests that limited knowledge, lack of infrastructure, lack of resources and resistance to change are 
some of the many factors that negatively affect the adopting of an eCRM (Olupot et al., 2014). 
2.4 Services 
Researcher and author Lewis (2010) described a service to be a “reusable component that exposes its 
capabilities through well-defined, standard service interfaces”. Customer relationship management is 
a crucial success factor to excel in especially when operating in the service industry. In today’s world, 
most services and customer relationship management are carried out through the use of computing. 
Holmlid (2007) argued that it is highly important for organisations to recognise IT Services as 
important and strategic as they form part of the organisational assets. Therefore, organisations must 
invest sufficient financial resources to support, deliver and manage these services and the variables 
that underpin them. 
2.4.1 Service design 
Holmlid (2007) believed a service is composed of ready-made artifacts, inventory, and IT-systems. 
According to the author, “interaction design and service design” (Holmlid, 2007) as a service means 
that physical process refers to goods and products obtained while the virtual process may refer to the 
software used in obtaining the end result. This statement becomes true after being supported by an 
emphasis on how essential it is to establish service evidence, to have a clear interface and to also have 
software or manuscript or other virtual material (Holmlid, 2007; Moritz, 2005). Service design 
activities appear throughout the process of customer service development. Looking into studying how 
to monitor and improve service design cannot lack care in addressing the core aspects that firstly begins 
with understanding the service strategy which the fundamental aspect is to address before moving onto 





In a Journal called interaction design and service design, the author supports the above statement in 
saying that “the challenge with service design lie in its business, innovation and strategy focus, and 
the holistic approach of setting other design disciplines into a wider social and action context” 
(Holmlid, 2007: 7). The value of addressing these aspects particularly results in what is known as a 
continuous service improvement.  At this point, the processes of utilising technology and employees 
are improved. Communication barriers between end-user, eCRM application system, and the customer 
may be increased and productivity improvements being the end result in the organisation daily 
operations.  
2.4.2 Service-Orientated Architecture 
The below figure demonstrates a Service-oriented architecture (SOA) which is a way of designing, 
developing, deploying, and managing systems in which those services provide reusable business 
functionality through well-defined interfaces (Lewis, 2010).  Figure 2.1 shows that SOA includes 
process, practice, people, and platform that guide service delivery at every level of the customer 
relationship. There are three basic operations that help support an SOA which are service discovery, 
service composition, and service invocation but this research will only focus on the first two. 
 
Figure 2.1: Service Orientated Architecture SOA 
Source: [Anon.2017]                                    
2.4.2.1 Service Discovery 
Lewis (2010) defined service discovery to be a point where consumers become aware of available 
services and capabilities. Service publishers provide service registry which ranges from a simple web 




eCRM application system in regard to this research). The focal point of this research is to understand 
the variables which have an impact on service query and the manner in which it has been designed or 
developed in order to highlight to management where improvement is required in order to achieve high 
performance in the current system.  
2.4.2.2 Service composition 
Service composition is how services are combined in order to meet business and operational process 
(Lewis, 2010). The business processing model is also supported by service composition as one of its 
fundamental components. If the aim of this research is summarised into one specific concept or field 
of study, it would be classified as business process re-engineering. Gunasekaran and Kobu (2002) 
published that stated business process design and business process models should be used for linking 
procedures to activities in order to meet business goals and objectives. Emphasising that a business 
process should undergo fundamental changes so as to improve productivity. Therefore, quality will in 
due course increase practices, people, and processes. 
2.5 The 5th utility 
Customer satisfaction is a crucial success factor to excel in, especially when operating in the service 
industry. In today’s world, most services are carried out through the use of computing. “Computing is 
currently being transformed into a model that consists of service delivery in such a manner that is 
similar to traditional utilities such as water, electricity, gas, and telephony” (Buyya, Yeo, Venugopal, 
Broberg & Bandic, 2009). These researchers who authored a journal on cloud computing and IT 
platforms argued that utility services are nowadays necessary for fulfilling daily life routines. Their 
view is on the significant development(s) in ICT that has taken place over the last half-century.  
These technological advancements increased their perception on computing, making them strongly 
believe that one-day computing will become the 5th utility after water, gas, telephone, and electricity 
(Buyya, et. al., 2009). The underlying subconscious question to the author of this research is to 
understand how user-friendly is the current application system and what is the perception level for the 
interface between technology and service operations which is held by the end-users when using the 
current eCRM application system. The author strongly believes that the current utilities may not be 
user-friendly enough to a point where they have even become a part of people's daily lives. Therefore, 
if the human race would regard computing as a utility, it would therefore, need to become more user-





2.6 Technological Acceptance Model (TAM)   
User acceptance is a key factor that helps most systems to be either accepted or rejected by both the 
users and the company. Most organisations want to improve on performance but performance is lost 
due to the failure of information systems being rejected by users (Davis, 1993).  Considering the 
amount of investment in adopting a new system, research suggests that it is crucial to forecast user 
acceptance in the early stages (Cited in Davis. 1993 by Gould et al. 1991). Observations show that 
some system designers attempted to test potential users earlier during the design process with the 
typical approach of building a prototype (Davis. 1993). Although this might be the case, researchers 
still highlight that there is “lack of knowledge regarding the system, lack of information 
communication technology skills, poor infrastructure, insufficient support from top management and 
resistance to change” (Olupot, 2014).  TAM focuses on identifying the level of perceived usefulness 
and perceived use of ease. 
2.6.1 Other adoption focused processes 
Pereira (2002) identified what is called “adapter process orientated model” and Rogers (1995) 
discovered what is known as “Diffusion of innovations model”. Last but not the least, Ajzen (1985) 
discovered another model that focuses on attitude and behavioural control to determine the reason 
behind adoption. It was called technological acceptance model. 
2.7 User interface 
User interface design is known as the subject of the field of study called the Human-computer 
interaction (HCI). On the other hand, “HCI is the study, planning, and designing of how people and 
computers work together so as to satisfy one’s need in the most effective way” (Holmlid, 2007)). In 
this research, the focus is on HCI in relation to performing tasks set out by the organisation (day to 
day business operations) using an eCRM application system named REXIS. Holmlid (2007) said that 
: “user interface is part of a computer hardware and software which people can see, hear, touch, talk 
to, or otherwise understand or direct”. The eCRM application system should according to the 
researcher, be a software which can be trusted to contain correct and accurate data which is required 
for better customer management.   
Holmlid (2007) believed that through a good user interface design ,productivity benefits are existent. 
These benefits are achieved through screen clarity and readability, making the displays of a system 
less “Crowded” and perhaps less “complex” to the user. Research tells us that the most efficient mode 
of communication is a spoken language that facilitate understanding for the parties involved. There are 




language specifically through using a computer system.  However, written language is still nowhere 
near being efficient compared to other means of communication such as speaking (Holmlid, 2007)). 
Perhaps this matter is related to the reason communication breakdown exists. This criterion might  
open a gap to be analysed in this research while emphasising on its significance.   
2.8 Procurement of IT Solutions 
Benton (2010) argued that purchasing managers, buyers, and purchasing agents evaluate and select 
suppliers on the basis of price, quality, service support, availability, and reliability. All of the above 
standards are fundamental in managing procurement and the supply chain of many organisations. 
However, the standards that are mostly related to this research are service support, reliability, and 
quality of the newly implemented system. In this research, service support refers to “IT tools” that help 
providing all operative processes that are necessary for the organisation to run its operations. On the 
other hand, reliability can give assurance to the end customers that products/services will be delivered 
as agreed due to the quality standard of the processes to be used since service quality dimensions 
include reliability as part of its eight dimensions (Evans, 2014). Although trying to understand the 
decision-making criteria needs to be followed when purchasing new technology which aligns with the 
organisation's service design and service, operations relating to the management problem may include 
various IT, Procurement and Quality Assurance concepts. 
Particularly, this research aims to improve the adoption phase after a technological application system 
has been purchased from the software vendor in order to increase the organisational performance and 
ensure delivery of quality services for customer satisfaction. This suggests that looking into the 
adoption process can in return help the researcher understand better techniques that were overlooked 
previously in the procurement process of the eCRM application system. This has to happen in order to 
find variables that were not properly considered but have a negative significant influence on the overall 
adoption phase. 
2.9 Information Communication Technology (ICT) 
 A well-known researcher defined “The adoption of Information Systems (IS) as using computer 
hardware and software applications to support operations, management, and decision making in the 
business” (Thong, 1999: 192). Although the application system may be perceived good enough by the 
organisation, research suggests that an individual’s attitude towards any innovative system is able to 
influence their decision on whether to accept or reject the technological advancement. The decision of 
an individual to adopt a new implementation of the innovative system(s), their perception towards that 




become a vital tool, particularly in-service design to re-engineer business processes and deliver 
products or services that meet customer satisfaction. In fact, other researchers even believed that 
illiteracy in IT reduces the competitiveness of the organisation (Junaidah, 2007). Most banking 
institutions are proving that ICT can be used as a technique to improve on systems.  
Holmlid (2007) argued that it is highly important for organisations to recognise IT Services as 
important and strategic as they form part of the organisational assets. Therefore, organisations must 
invest sufficient financial resources to support, deliver and manage these services and the variables 
that underpin them. According to (Holmlid, 2007) HCI has been developing over the last 40 years 
from a general focus to product focus and now recently more towards subjectivity which considers 
feelings, personal views, and opinions of individuals.  Researchers believe that a positive public image 
is likely to transpire through quality CRM. Another point highlighted by the researchers was the use 
of information communication technology (ICT) that plays a significant role in implementing CRM 
systems (Hung, Tsai & Jiang. 2009).  
2.10 eCRM implementation and adoption strategies 
2.10.1 Adoption using Thongs Research Model 
This research may focus on two specific models identified as the Technology Acceptance Model 
(TAM) and System Acceptability Model (SAM). However, it is also important to highlight and to 
touch-base on other commonly known models in order to generate sufficient knowledge around user 
acceptance models. Generating knowledge that highlights a level of awareness relating to other models 
is crucial even if those models discussed may not be proposed to management as recommendations for 
this research. A widely known model called “Thong’s research model” according to research has two 
categories: Characteristics of organisations and the characteristics of CRMs. However, the one variable 






Figure 2.2: Information Systems Adoption Model 
Source: [Thong. 1999] 
2.10.1.1 Size of the organisation 
Some researchers mentioned the fact that larger organisations have more resources and infrastructure 
to implement innovation (Dewar and Dutton, 1986, cited in Thong, 1999). Furthermore, it was also 
outlined that smaller organisations do not have the financial abilities to hire professionals in IT who 
have a broader knowledge. Thong (1999) found it important to analyse whether large or small 
organisation affect the adoption of Innovative IT. Indeed, the study conducted revealed that there are 
many restrictions and effects hindering large organisations to adopt an innovative IT tool as compared 
to a smaller organisation. Since the organisation under study is a global company with operations in 
over 150 (hundred and fifty) diverse countries, it is likely possible that some of its affiliates might 
experience restrictions when adopting an application system that was designed with a global view 
perception. 
2.10.1.2 The Information system capabilities of staff 
It has been said that human factors specifically attitude and skill capabilities have a direct impact on 
the willingness to accept innovation. Studies were performed with the intent to understand top 
management's social behavior relating to IT. The outcome resulting in a greater demonstration of 
knowledge regarding IT, illustrated higher chances of successfully adopting IT (cited in Thuyuyen and 
Nguyen, 2013 by Chao and Chandra.2012, Temtime, 2010 and Cooper et al., 2005).  
As a global organisation, the influence to implement the eCRM application system was decided upon 
from a global perspective with management that understands IT better influencing it. However, the 
issue now lies with adopting the application system locally where management and employees may 
have not yet acquired equivalent knowledge on eCRM’s application systems. The above statement is 
supported by the hypothesis held by Thuyuyen and Nguyen (2013) in their research. They insinuated 
that “management will significantly influence a firm’s perception regarding CRM technology” and 
that “management characteristics will influence the likelihood of CRM technology adoption”. 
2.10.1.3 Innovation of senior management 
Koh and Magaruie (2004) and Bull (2003) cited in Shum, Bove and Auh (2008) highlighted that 
management and leadership play a vital role when delivering such an adoption project and must 
commit their involvement from start to end. Research pointed out that management to some point lacks 




held by North America and Northern parts of Europe. It is said that due to management’s lack of 
knowledge, the decision made to adopt CRM technology might be based on vendor promises. Yeh and 
Walter (2016:31) emphasised that it is critical to acquire expert support from the vendor who will 
provide high-quality technical support before and after implementation. These researchers also stated 
that “Successful implementation requires strong leadership by executives who understand, support, 
and champion the project”. Furthermore, observations revealed that the involvement of every level in 
the hierarchy leads to what can be seen as organisational commitment. 
2.10.1.4 Knowledge management capabilities 
Alavi and Leidner (1999) cited in Thong. (1999) explained knowledge management as the ability of 
an organisation to capture and manage reliable information of its customers in order to transmit 
products or services in real time through the rapid decision and improved customer response time. 
According to research, there are three sides in which knowledge management capabilities can be 
viewed: (1) considering an IT perspective point of view there’s a need to gain client information, 
products and services information, financial cost-based information, human resources information and 
market information; (2) considering a technology-based point of view it is important to have access to 
search engines and IT architecture; (3) considering a cultural point of view there is a need to create or 
adopt guidelines for carrying out processes of implementing a system where this can be carried out 
through the sharing of information.  
2.11 Employee participation in decision making. 
Appelbaum, Louis, makarenko, Saluja, Meleshko and Kulbashian  (2013) were of the opinion that 
when employees believe in their management, this has a positive effect on their level of participation 
and most importantly commitment to their work. The effects of this contribute to a manager-employee 
trustworthy relationship. Research emphasises that when trust exists between management and its 
employees due to collaboration when making decisions, as a result of this management will start to see 
its employee’s efforts increase together with the increase of their productivity. Commitment is said to 
be present only when the is trust in the decision taken by both management and its employees. On the 
other hand, effort is likely to be put as the decision was taken was collaborative rather than one-sided. 
Furthermore, it has been said that engagement and commitment can have an effect on the perception 
that the employee has either to quit or put in the effort. Of course, in this regard “quit” means not 





Figure 2.3: Collaborative Decision Making 
Source : [Appelbaum et .al., 2013] 
Although the above figure may be a model that is self-explanatory, it is important to single out that 
when engaging with employees there should be an element of employee empowerment included in the 
process. Konrad. 2006 cited in Appelbaum et.al. (2013) defined empowerment as the process of giving 
people the ability to make decisions about anything that can affect their personal or collaborative lives. 
Allowing people to make decisions through empowerment will depend on the organisation's structure 
and to some extent its culture. The process of including employees in decision making is said to be a 
good strategy to increase the level of trust between employees and the management.  Some authors are 
even of the opinion that including employees in decision making shows that the organisation values 
its employee. Employees are able to voice out if any decision taken has been derived from a larger 
pool of employees (Irving & taggar, 2004).  
Including employees in the decision-making process is essential as research from far back articulates 
that “workers often have far more knowledge than their managers” (Monge’s. 1986. Cited in Elele and 
fields 2010). Another researcher even emphasised that “employee participation has moved to the centre 
of organisational restructuring” (Aboyassin, 2008: 253). Furthermore, Aboyassin (2008) highlighted 
that organisations in powerful countries still tend to follow a hierarchal system where decisions are 
still being made at the top. Low positioned organisations in developing countries may have a more 
effective management system due to their hierarchy being flat and highly interactive. There is more 
control over the horizontal management system that is used by smaller organisations as compared to 
bigger organisations that use a vertical approach that tends to be less collaborative. It is important to 
find the balance amongst the two management styles.  However, the very same researcher 





2.12 Human behavior towards adopting innovative technological systems based on 
their job level and job involvement. 
Several South African researchers hold the belief that there are no reasons to explain why users behave 
in a certain way towards information system adoption. However, they do support previous statements 
highlighted in this research that argued that it is mostly boiling down to perceive usefulness and the 
ease of use (Lubb, 2004). Top management takes decisions for the better of the organisation. However, 
if most employees who are affected by those decisions are convinced that the decision taken is the 
right one, their perception might differ and at times be negative towards the decision taken by 
management. Botha (2015) said that the differentiation amongst employees took place after the Second 
World War and this created hierarchy that categorise employees into unskilled, semi-skilled and 
skilled. Management was also divided into levels such as lower, middle, and top management that was 
originally a structure typical of what was used in the army. Yet, it has been said that for organisations 
to be competitive in today’s world, they need to restructure their hierarchy and make them smaller 
with the intent to more emphasise on the inclusivity since employees are also very important 
stakeholders.  
Researchers believed that employee motivation is essential for increasing the organisational 
competitive advantage although it is the hardest thing to do (Govendar & Parumasur, 2010). These 
researcher’s theory is based on their rationale which is the link between employee motivation and 
increased job involvement. Employees have certain expectations that if they are not met, their level of 
satisfaction might change having an impact on their motivation to work. Hence, these researchers 
believed there is a link between motivation and job involvement.  Schultz, Bagraim, Potgieter, Viedge 
and Wenner (2003) explained motivation in three ways that lead to certain to behaviour (s). Firstly, 
motivation is the core driver behind an individual’s behaviour; secondly, it drives the individual 
towards correct behavior that will help them achieve their goal and lastly, motivation helps the 
individual to maintain their behavior until the goal has been achieved.   
Organisations that want to understand the factors that play a vital role in influencing human behavior 
should rely on the enhanced knowledge that neuroscientists and psychologists have contributed to the 
study of the human brain. Both these professions study human behavior triggered by perception and 
emotions. Some researchers that support the use of neuroscientists and psychologists also emphasised 
on the importance of building upon their findings in order to be able to develop meaningful tools that 
can manage organisations better (Seemann & Seemann, 2014).  Recent research believes that a state 




one is able to find joy in doing an activity. “Flow” is therefore, a concept mostly used in video gaming 
that contributes to an individual finding joy in what they are doing. How then can organisations create 
a better flow in the system that they introduced the idea of motivation their employees to find joy using 
them? Some steps were identified by these researchers and are as follows: 
• Create intellectually stimulating activities. 
• Create assignments that have short-term goals and provide easy feedback. 
• Create a high level of concentration towards the system without disruptions.  
It is believed that such enablers can motivate employees to see the “flow” in an activity being carried 
out and possibly enjoy doing it. These researchers emphasised that “Flow” can only occur if a balance 
between the challenge of a task and the skills capability of employees are matched (Seemann & 
Seemann,  2014). This balance can separate anxiety to use the system from the perceived boredom 
when using the system.  
       
Source: [Seemann and Seemann, 2014] 
Figure 2.4: Flow Channel                                      
It has been highlighted that the gap between the challenge of performing a task and the skills needed 
to perform the task must be minimised by managers. If performing a task is seemingly difficult then 
understanding the reason why it is viewed that way is important. On the other hand, if the skills 
outweigh the task, this may create a lesser meaning or significance in  performing the task. Researchers 
suggest that it is rather imperative for managers to acknowledge that employees like to do something 
meaningful that leads to a greater objective: “doing meaningful work fosters progress” (Amabile and 
Kramer. 2011, cited in Seemann and Seemann, 2014).  It is without a doubt that these researchers are 
talking about motivation because it is also important to take note of the particular type of motivation 
in which they are referring to and in this case being intrinsic motivation (Inner satisfaction). These 
researchers suggested that managers should create long-term motivation instead of the short term since 




2.13 Understanding eCRM post implementation and adoption strategies. 
Chen and Popovich (2003) highlighted that it is important to recognise that no implementation is ever 
a 100% solution. In realising this, it was highlighted that some organisations do not even achieve their 
return on investment. In actual fact, some of the risks that organisations must keep an open mind on 
when deciding to implement an eCRM application system are risks such as “Project failure, inadequate 
return on investment, unplanned project budget revisions, unhappy customers, loss of employee 
confidence and diversion of key management time as well as resources” (Chen & Popovich, 2003: 
675).  
In support of the risks highlighted, one large telecommunication company implemented an eCRM 
application system to over a thousand employees at a cost of $10000 per membership and later 
discovered that only 10% (approximately 100 user’s employees) of the end-users were using the 
system (Patton, 2000). More surveys estimated investments in CRM application systems to be at $2.2 
million dollars and yet the average failure rate of implementing a CRM application system is 65%. 
Due to CRM application systems being complex and sophisticated, this research looks into the 
implementation and adoption strategies using three key dimensions to support the model previously 
used by Chen and Popovich (2003) which focused “people, process, and technology” See below: 
 
Figure 2.5: CRM Implementation Model            
 Source: [Chen and Popovich. 2003] 
Acquiring a better understanding of new technology allows an organisation to become competitive 
through creating better interactions with its customers and be able to respond or communicate feedback 




an organisation become competitive in its technology can be of great significance through effective 
management of the three key dimensions highlighted in figure 2. 5.  
2.13.1 People 
Research suggests that the implementation of a CRM or other systems such as Enterprise Resource 
planning (ERP) requires a change in the current organisational culture to be addressed through change 
management. In relation to Thong’s model, the commitment of top management is once again 
highlighted as an essential element. In actual fact, eCRM projects head for failure if top management 
does not fundamentally believe in re-engineering its business model now and again due to gaps that 
come with market changes.  
Research further emphasised that eCRM implementation needs full-time attention and involvement of 
the representatives. In addition to the representatives, it is also important to have a project champion 
to continuously update top management of the changes and to persuade top management on change 
efforts. Although eCRM implementation requires representatives and project champions, research also 
highlighted that most organisations see customer handling as some sales, marketing, or service activity 
and not the whole organisation. Therefore, according to researchers, this requires a paradigm shift 
when it comes to knowledge management. Each employee needs to understand the vision and changes 
brought by implementing an eCRM application system. Lastly, top management must show 
commitment through providing education to enhance employee skills and knowledge.  
2.13.2 Technology  
Davenport and Short (1990); Porter (1987; cited in Chen and Popovich. 2003) and Tinnilä (1995) 
mentioned that Information technology has been identified as an enabler in business process redesign 
for organisations that want to achieve improvements in organisational performance. Some researchers 
even believe that in using technological tools such as eCRM application system(s), organisations are 
bound to “improve communications and gain an understanding of its market, enabling the organisation 
to have a 360-degree view of its customers in order to learn from previous interactions so as to identify 
potential opportunities (Eckerson and Watson, 2000; cited in Chen & Popovich. 2003). Keeping in 
mind that eCRM application systems save and distribute customer knowledge to the organisation 
regardless of geographical segmentation that is an added advantage for worldwide organisations. In 
fact, research highlighted due to the use of the internet that organisations are now able to offer services 




2.13.3 Business Process Re-engineering 
Doyle (2014) defined business process re-engineering as a methodology which is used by organisations 
to analyse their business activities or processes in order to improve their business performance. Doyle 
(2014) further commented that a business process takes into consideration all activities that work 
together with the aim to create value to customers which technically was the reason as to why REXIS 
was implemented. Zigiaris (2000) believed that the entire human, technological and organisational 
dimensions may be changed by BPR models. This researcher firmly argued that information 
technology has been playing an important part in business process re-engineering as it is able to provide 
automation and permits paperless transactions allowing an efficient and effective business change. 
Business process re-engineering in simple terms is the fundamental radical re-thinking and radical re-
design of business processes to achieve dramatic improvements in measures of performance related to 
cost, quality, and service (Zigiaris, 2000).  
BPR may be achieved in organisations by enabling the role of IT to be aligned with how departments 
are set up and this should be in a logical manner. Reengineering is about how work is done and not 
about downsizing based on the structure of the organisation with the mindset of “re-engineering” or 
even adding more processes or resources. BPR is rather a method for providing organisations with 
good management practices to bring about substantial improvement (Doyle, 2014). Zigiaris (2000) 
commented that having the commitment for change with the support of management is an important 
contributing factor when trying to implement business process re-engineering. Of course, there are 
similar concepts to BPR such as Continuous Improvement Process (CIP) and Total quality 
management (TQM). Contrary to those improvement concepts, BPR has a time frame.  According to 
research, BPR improves organisational performance by addressing human resources and information 
technology related processes simultaneously (Tinnilä, 1995).   
2.14 Method Engineering 
Niebel (2012) wrote about method engineering by classifying it as operational analysis, work design, 
work simplification and corporate engineering. Niebel explains it in a simple way by saying that all 
those terms mean “a technique used for increasing the productivity of a service rendered per unit”. 
Another term is productivity improvement. However, methods engineering as defined in Niebel's 
Methods and work design entail analysing the same activity more than once in order to calculate its 
productivity. In relation to this research, analysing REXIS to observe ease of utilisation would be 
carried out as part of the chapter research methodology. The newly acquired eCRM application system 





Foster (2010) defined “Benchmarking as a systematic process of comparing performances in different 
organisations or different functions within the same organisation”. He added that emphasised that “any 
form of comparison can bring insight into knowledge of our own level of performance”. More 
especially, it is better to benchmark against other organisations in the rest of the world which have also 
implemented the eCRM application system. One of the biggest mistakes that organisations do is to 
limit their benchmarking activity. Hence, this research believes that it is important to reach outside and 
beyond the medical industry and into other industries using the same services and vendors providing 
similar eCRM technologies. 
2.16 Chapter Summary 
An imperative tool such as the eCRM application system is available but it cannot be utilised 
effectively. Should it then still be classified as an important tool to increase the organisation's 
performance when so many errors continue to occur through it? If computer systems one day become 
the 5th utility, understanding, and gaining knowledge about elements that could affect their efficiency 
will be essential to gather literature on. The literature review part within research contributes to the 
reader's knowledge of existing concepts and techniques or models related to the topic of the research, 
benchmarking against the perceptions of other researchers. Including a literature review section is to 
gain knowledge of adoption concepts and strategies used ages ago. The concept of conducting 
literature review uncovers the common causes in the adoption failure and thereafter helps 
recommending a possible solution and a conclusion on which researchers may discover a better 











Sarantakos (2005) cited in Tuli (2011) described methodology as a research strategy that can provide 
guidelines to show how research may be conducted. Creswell (2003) mentioned that research design 
is composed of three approaches which are qualitative, quantitative and a mixed method. The first 
approach is more theoretical and uses knowledge claims; the second approach is numerical and uses 
statistical procedures to test the hypothesis, while the mixed method approach is a collection of both. 
In this research, a mixed method approach is preferred so as to measure the accuracy of the outcome 
of the data collected against each other. Using the two different approaches in this research enables the 
researcher to generate relative and accurate findings derived from the two different approaches used. 
It was highly critical that the research methodology had to be well thought off and implemented 
effectively. By carefully selecting a precise and effective approach in which data could be gathered, 
assisted the researcher to avoid the possibility of uncertainties during data collection since this could 
impact the overall data analysis.  
3.2 Research design   
Sekaran (2013) in his own understanding described research design as a plan for gathering, measuring, 
and analysing data grounded by the research questions. This research made use of some of the research 
design types such as casual and descriptive studies while also employing four research strategies such 
as electronic surveys, interviews, observations, and case studies. Casual studies were used to help the 
researcher to understand whether variables (human factor, systems user-interface, and standard 
operating procedure) involved in the day-to-day operations are independent or dependent on one 
another. A more practical example to this theory can be related to an instance where eCRM 
technological systems are said to become ineffective due to the interface being unfriendly according 
to the employees who are responsible for capturing or updating customer information in the system. 
Making use of descriptive studies (describing persons, events, or a situation) allowed management to 




beings communicate with the technology they use. A more practical example of this theory would be 
whether or not the user interface is friendly enough for the users. It will be analysed and evaluated in 
this study to agree or disagree with the assumptions of the hypothesis found in this research.  
The hypotheses in this research are to determine whether there is a significant impact from the variables 
identified in the study. Essentially this research aimed to test the independence level between the 
elements under study (employees, user interface, and SOP’s) through analysis of different variables 
and elements involved. Management was provided with the ability to make decisions that are more 
factual. Anon (2008) in describing Total Quality Management (TQM) believed that a factual approach 
to decision making forms part of its eight quality principles and continues to be practiced by 
organisations that are trying to improve on quality.  
3.3 Research Strategy 
This research is initially aimed at studying how the process of adopting a new eCRM application 
system is carried out and what significant impact the elements involved (human factor, UI and SOP) 
have during the implementation phase. In the beginning, only South African companies were 
considered. Since the organisation used as a reference for this research is a global company, it became 
important to the researcher to consider how the global management team implemented the eCRM 
system named REXIS. This research, therefore, took a turn from focusing on the local management 
team but rather collected implementation data and information from other countries that have also 
adopted the same eCRM application system. The idea to involve other affected or impacted countries 
seemed to best fit the concept of benchmarking which was used in this research and further elaborated 
in the next chapter(s). The organisation affiliates based in South Africa were used as the focal country 
for this research. 
 
3.4 Data Analysis Methods 
Perspectives vary among researchers who are likely to see the world through diverse cultural, 
philosophical and professional lenses. One researcher might seek evidence of regular patterns of 
behavior through trends or associations while other researchers might focus on how people understand 
or interpret what they experienced. These two predominant research worldviews are known as the 
positivist paradigm and interpretive paradigm that are  highlighted in this study. “It has become very 
common in methodological literature that a quantitative methodology is described as belonging to the 




2011: 6). However, Rowley (2002) believed that the successful execution of data collection is 
dependent on the competence of the researcher. 
 
Figure 3.1: Qualitative vs Quantitative Data Analysis                   
Source: Bernard [1996; cited in Guest. MacQueen and Namey. 2011] 
Rowley (2002) also believed that for data gathering, the researcher should have a clear consideration 
of articulating questions that address the problem statement. Last but not least, not only should the 
researcher have a profound understanding of what needs to be addressed but as the data is being 
collected, one should also be a good listener and be able to correctly interpret what is being the 
underlying message. Other researchers mentioned that measuring variables and testing hypotheses that 
are believed to be linked to general causal explanations should be done through a methodology that is 
objective (Sarantakos. 2005; Marczyk, DeMatteo and Festinger. 2005, cited in Tuli. 2011). Although 
research segments the two most widely known approaches of collecting data, fortunately, a 
combination of both these approaches were used to support the research design set out to be a “mixed 
approach” considered in this study.  
Malina, Nørreklit, and Selto (2011) believed that when both quantitative and qualitative research 
methods are used simultaneously, they are both able to contribute to an understanding of a 
phenomenon. However, by still using a qualitative approach such as observations, this promoted 
iteration where processes were repeatedly observed, and information was analysed numerous times in 




provide confirmation in the instance where the outcome is not the same. Using a mixed approach 
enables this research to highlight that there is a need to relook into the data collection approaches and 
refine them to be both aligned to reach a common purpose. Furthermore, these researchers believed 
that mixed method research should be always conducted. However, it should be done with 
consideration on whether the kind of research is appropriate for a mixed method approach. One of the 
approaches between qualitative and quantitative can be used if the mixed method is not suitable. 
3.5 Qualitative Research Design 
Research suggests that it is important to note the importance of considering that for a qualitative study 
there are no set of methods or procedures to carry out this type of study (Denzin & Lincoln. 2011: 6). 
In fact, according to some researchers (Janesick. 2004: cited in Hill. 2007: 26) “a person learning to 
become a qualitative researcher has to ‘train the mind, the eye and the soul together” so that they can 
collect information in new and simultaneous ways. These researchers believed that young and 
emerging researchers should start moving towards identifying perspectives held by others rather than 
imposing their own predetermined philosophies. It has been suggested by some researchers that when 
using qualitative studies, new and evolving researchers should consider the most common form of data 
analysis such as thematic analysis. 
In fact, these researchers acknowledged that conducting such an analysis is not easy. However, the 
only way for new and evolving researchers to reach a point where they are able to conduct a successful 
qualitative research study and its analysis is firstly through conducting “self-examination”. This 
tendency allows new researchers to be able to develop and get an understanding of their capabilities 
as academics. Some scholars highlighted that such an analysis is often underestimated and rarely 
acknowledged when most qualitative research often make use of thematic analysis yet hardly 
mentioned off in research (Boyatzis 1998 and Roulson 2001; cited in Braun and Clarke. 2006). These 
researchers believed that thematic analysis should be seen as the foundational method for most 
researchers, especially researchers who conduct qualitative studies. Furthermore, other researchers 
even believed that thematic analysis was imperative to be practiced in different qualitative or mixed 
methods approach research fields in the academic, corporate, government and non-profit organisations 
(Guest, MacQueen & Namey. 2011). These researchers are even of the opinion that to some extent 
qualitative studies provide a theoretical framework.  
This research targets current end-users to study the key factors that have a significant influence on the 
adoption process of new eCRM technology. It will give an opportunity to create a new framework 




organisations in developing countries. Therefore, researchers believed that a study conducted using at 
least one or more conceptual frameworks has become of paramount importance. 
3.5.1 Qualitative data collection techniques 
3.5.1.1 Interviews 
Gill, Stewart, Treasure and Chadwick (2008) highlighted that there are three types of interviews 
namely structured, semi-structured and unstructured interviews. Moreover, these researchers 
mentioned that the purpose of interviews is to obtain the views, experiences, beliefs and/or motivations 
of individual’s behavior on certain issues (e.g., factors that hinder the effective adoption of eCRM 
application system). In fact, for this research, interviews provide a deeper understanding of the 
phenomena. These interviews followed the snowball method of data collection. Researchers described 
Snowball sampling method as a “technique for finding research subjects, one subject gives the 
researcher a name of another subject, who in turn, provides a name of a third contact linked to the 
problem under study and so on” (Vogt. 1999 cited in Atkinson. 2001: 2).  
A snowball sampling method was included in this research as this particular method allowed the 
researcher to create an opening for referrals which were useful towards answering the problem 
statement and identifying the target population. The organisation’s Head of Department’s were 
interviewed formally and informally, and both techniques seemed to provide information that became 
useful towards formulating critical questions around the problem statement and the conceptual 
framework. This process carried on until the right sample that needed to be used for the actual research 
was reached. According to research, “questioning open people’s minds creates a humble and reflective 
attitude towards all types of knowledge” (Malina, Nørreklit & Selto, 2011). At least ten interviews 
with management, Heads of Departments and Country Manager were conducted for this study in order 
to gather information that was relevant to understanding whether management was aware of the newly 
implemented eCRM application system being openly accepted by their subordinates (end-users) across 
the border. Much of the information gathered through interviews formed part of this research’s primary 
data collection since the information was gathered at first hand and not through another pre-existing 
study.  
3.5.1.2 Observations (controlled) 
Marshall and Rossman (1989: 79) believed that an observation is “the systematic description of events, 
behaviors, and artifacts in the social setting chosen for a study”. Kawulich (2005) referred to 




people, processes, and cultures. This research was therefore done under controlled environments 
(manipulated settings) similar to that of the daily operations carried out in real time.  
The gap identified is believed to have occurred either because of management or employees’ lack of 
knowledge to align operating systems interface or the standard operating procedures when 
implementing a new eCRM application system. Bearing this in mind, the observation was structured 
but not concealed so as to study the predetermined phenomena. A checklist was used to accurately 
note and record the behavior and interaction between humans and technology to identify the significant 
impact one variable has on the overall operations. The researcher was privileged to have been allowed 
full access into the organisation understudy to observe processes of adopting a new technological 
system. McKinnon (1988) made more emphasis on how important conducting research that is credible 
as well as reliable is through having knowledge of the followings:  
A substantial length of time 
The amount of time spent observing needs to be sufficient. Hence, the duration was almost two years 
with 18 months specifically focused on working and studying the organisation as per the contract 
issued for this research study (Refer to Annexure 1). The more time spent observing the organisation 
decreased the amount of observer bias which could have posed a threat to the validity and reliability 
of this research. Another advantage for having a substantial length of time is the adverse effect that it 
has on the “observer caused effects” where the subjects being studied would usually want to appear 
different from their usual self, meaning and not acting as normal as they would on a daily basis. 
Multiple observations 
McKinnon (1988) believed that another powerful counter was for the researcher to conduct multiple 
observations that subsequently increased the reliability of their research.   
Advantage(s) of an observation 
Holmlid (2007) highlighted that two of the most interesting advantages in making use of an observation 
amongst many others is the ability to personally interact with the variables or elements that are in the 
study. Secondly, observations give the researcher real-life experience during their interaction with the 
subject(s) under study.  
Disadvantage(s) of an observation 
Some researchers believed that observations are subjective and may therefore not be entirely reliable 




data collection methods can produce an outcome of statistical data which make them more reliable. 
They equally believed that some of the major concerns about an observation include a level of bias, 
vagueness, and distortion. Therefore, an observation does not fit the purpose of what qualitative 
analysis is said to be since it has been said that it should bring “meaning and understanding” to the 
theoretical concept formulated by an individual.  
3.5.1.3 Case Studies  
Case studies enable researchers to conduct data collection such as observations and interviews. In as 
much as these data collection methods are seen to be effective, unfortunately, some researchers do not 
entirely support them. There are some disadvantages that highlight how these research strategies were 
traditionally perceived to be less objective and rigor (Rowley, 2002). This researcher believed that 
qualitative research offers solutions which are not likely to be achieved. Instead, this researcher 
actually believes that it is better to use qualitative research as a preliminary stage then continue using 
other research methods to build upon existing ideas and concepts derived from qualitative research. It 
has also been emphasised before that this type of research method is mostly used as a foundation for 
upcoming researchers. (Eisenhardt. 1989. Cited in Rowley. 2002) even said that research through case 
studies is suitable for studying areas that have an insufficient theory that still needs to be explored. In 
this research, it was true that case studies paved the way for gathering data that was used to build up a 
substantial problem statement using existing information as a means of justification.  
A REXIS back office report helped highlighting the differences in the usage of the newly implemented 
eCRM application system but was not enough to conclude the overall study. Malina, Nørreklit and 
Selto (2011) argued that based on their experience, it is extremely unconvincing that an individual can 
read numerous literature (sources of qualitative data) and have a complete understanding of a complex 
organisation. These researchers were even of the opinion that humans process information incorrectly 
at times. That is the reason why people make their conclusions based on limited information. Grounded 
theory was also used to collect data and to help highlighting the theory(s) that more emphasis can be 
placed on. Rowley (2002) mentioned that such descriptive studies needed to be translated into 
propositions where questions that were a phenomenon in some studies cannot be excluded in this 
research. In other words, it is important to understand what the end-user experiences during their 








Figure 3.2: Data Analysis Approaches 
Source: Own Compilation 
3.6 Data collection using a Technology Acceptance Model (TAM) 
This research is based on system adoption where the Technology Acceptance Model (TAM) is used in 
conjunction with Thong’s adoption model that was previously discussed in Chapter 2 (literature 
review). According to the literature, TAM is said to address the reasons why users accept or reject a 
system.  
 
Figure 3.3: Technology Acceptance Model (TAM)              
Source: Legris, Ingham and Collerette (2003) 
TAM specifies the relationship between perceived usefulness and perceived ease of use as well as the 
actual usage behavior (Davis, 1993). In order to give enough support to this research, data was gathered 
on these two models: Technology Acceptance Model (TAM) and Thong’s Model. Information 












determine the level of significance of each variable (human factor, user interface, SOP’s, and training) 
towards adopting REXIS. 
It is important to recall that this research made use of a mixed method approach because some 
researchers have believed a qualitative study is subjective and bias. Hence, it was important to also 
consider using quantitative research methods to compare outcomes and increase confidence of this 
research (Malina, Nørreklit & Selto, 2011).  
3.7 PESTEL 
According to some research, PESTEL (Political, Economic, Socio-cultural, Technological, 
Environment, and Legal) is a framework which is mainly used to identify factors in the macro 
environment that affect an organisation from an external view (Yüksel, 2012). He listed many factors 
to consider when using the PESTEL framework to analyse how the macro environment could possibly 
be affecting the organisation. Amongst those factors, the current study only chooses the following 
factors in each category:  P- Political instability, E- Exchange rate, S- the level of education, T- 
adaption to new technologies, E- Going Green initiatives, L- Consumer rights and competition law as 
depicted on figure 3.4 below. 
 
Source: Yüksel (2012) 
Figure 3.4: PESTEL Framework 
 
In 1980, McKinsey consultants Tom Peters, Robert Waterman and Julien Philips together with Richard 
Pascale and Anthony G Athos developed a model called the Mckinsey 7’s that has remained one of 

























Source: Ravanfar (2015) 
Figure 3.5: McKinsey 7’s Model                            
This research made use of the Mckinsey model so to analyze how the organisation under study is able 
to link each element of the Mckinsey model. Ravanfar (2015) suggested that the model can be for 
common organisational uses such as: 
• Facilitating organisational change. 
• Be used in implementing  new strategies. 
• Identify potential changes that may occur in each area. 
• Facilitate merging organisations. 
For this research specifically, the Mckinsey model helped mostly to identify the current manner of 
facilitating organisational changes that come with implementing a new eCRM technological system. 
The model also helps to highlight some elements that should be understood by management to ensure 
better adoption by end-users every time that a new technological application system is implemented 
for positive outcomes. 
3.8 SWOT Analysis 
Another data analysing method used was the SWOT analysis that stand for Strength, Weaknesses, 




internal factors in order to understand “sources of competitive advantage” (Gupta & Mishra, 2016: 
130-145). Other researchers have supported the use of this method of analysing. scholars believed that 
SWOT analysis is by far the easiest and most commonly used tool for analysing familiar and unfamiliar 
facts (Piercy and Giles. 1989: 5-7). They even argued that going through the analytical process of 
SWOT analysis may develop new and creative ideas. 
3.9 Quantitative Research Design 
Research tells us that in the 1920’s, quantitative techniques were virtually non-existent and when the 
Americans started developing these techniques in the 1950’s and 1960’s, the Japanese were already 
using quantitative studies in their operations.  Japan became better than the Unites States of America 
(USA) so much so that the West region wanted to start learning from the Japanese methods more 
specifically in operations research (Bertrand & Fransoo, 2002).  
According to Davies and Hughes (2014), quantitative methods seek answers to questions through using 
scientific procedures which are aimed at gathering information that is relevant to address and provide 
answers that are more reliable and unbiased. This method proved to have worked for many researchers 
since one of the techniques had been to conduct an electronic survey. Although electronic survey was 
adopted, it somehow became unsuccessful due to the organisation understudy having a bad reputation 
of low responses towards surveys. It then became questionable if whether or not this research would 
have received sufficient responses for the electronic survey. The IT department even ran a pilot study 
to check if an electronic survey would / would not receive responses that are sufficient to complete the 
study.  
Fortunately, a low response rate in the overall sample size could still be considered since there was a 
sufficient number of valid responses (fully completed surveys). This allowed room for the researcher 
to still consider quantitative analysis in support of a mixed method approach. Research also highlighted 
that since the beginning of data collection through electronic mails, it has been said that: “The first 
documented mail survey dated back from 1788 when Sir John Sinclair sent out a questionnaire to the 
ministers of all parishes of the Church of Scotland. It took 23 reminders before he achieved a 100% 
response and could document his findings in The Statistical Account of Scotland” (Leeuw, 2005: 233).  
Although the response rate of mail surveys is hardly fast enough and could never reach 100%, some 
researchers are of the opinion that this kind of method for data collection remains efficient compared 
to others (Dillman 2000; cited in Leeuw, 2005: 233). Of course, there are some disadvantages in using 




untrustworthiness of email addresses as well as the lack of willingness to participate. Other researchers 
held the belief that perhaps this kind of method no longer appeals to the respondents since people have 
lost their interest. Evidence showed that making this method of data collection is easier to reach a 
wider geographic area but harder to achieve a rapid response (Sim. 1998: 345-352). This became 
evident that for this particular study, a quantitative approach would not be the only method of the 
overall data collection. 
3.9.1 Electronic Survey 
Stakeholders who are direct REXIS end-users were asked to partake in a survey in order to investigate 
the adoption of the newly implemented eCRM application system. Questions asked in the electronic 
survey were drafted, reviewed, and benchmarked against other previously used questions related to 
peer-reviewed and accepted research in the same field. Using this particular type of data collection 
helped the researcher in understanding what the current REXIS end-user perception is on the system 
which global management team implemented and expected its subordinates to use in order to provide 
quality and timely services as well as maintain accurate customer data. A qualified moderator from 
Duke corporate education (Duke CE is an institution selected by the organisation to assist in facilitating 
internal Action Learning Projects) was assigned to help simplifying the questions to accommodate 
respondents who cannot verbalise their perceptions perhaps due to the lack of understanding of the 
research questions. Duke CE, through their facilitation, assisted in creating platforms with 
management to collect data more easily while STATKON assisted in designing the electronic 
questionnaire, collecting data, and statistically analysing the responses.  
The survey was based on the Adoption model and was approved by the university’s elected supervisor, 
co-supervisor, STATKON that offers statistical consultation and lastly the head of departments of the 
organisation understudy. The Heads of Department also referred  as the Leadership team for the South 
African affiliate also needed to approve this research prior to the start of data collection. All 
participants/ respondents in this research were promised confidentiality in order to receive the most 
honest feedback. The study complied with the respondent’s privacy rights and confidentiality in 
exchange for their participation and their honest feedback that are critical to achieve the next chapter 
of this study. Such feedback allows to either innovate on an already existing technology adoption 
framework or perhaps create an entirely new framework. Such feedback included relevant variables 
involved in the process of adopting new eCRM application system provided by vendors such as 




This research study focuses on Salesforce.com that the global management team selected as a software 
vendor that would integrate most of its current business systems into a common platform. Additionally, 
the global management team is able to manage its customer relationships through the eCRM 
application system package offered by the Salesforce.com. Honest feedback from the actual day to day 
end-users of the eCRM application system known as REXIS was critical to gain as they were identified 
to have more direct interaction with the system as well as customers. 
3.10 Population and Sampling 
Phrasisombath (2009) defined sampling as a selection of several study units from a population. He 
suggested that sampling should be based on the assurance of it being a true representation of the entire 
population. When conducting this research, it became imperative to be precise with the sampling size 
to assure the management that the gaps identified in the research findings are in fact the true 
characteristics of the entire population. By narrowing the range into the correct sample size that 
balances with the number of factors involved in this research, it allowed the study to be more accurate.  
This research considers two sampling methods namely probability and non-probability sampling in 
alignment to the chosen mixed method approach. It is important to distinguish that the quantitative 
part of the research uses the probability sampling while the qualitative part of this research applied the 
non-probability sampling method. Hence, the snowball sampling method was preferable to use. As 
mentioned before, snowball sampling is a “technique for finding research subjects where one subject 
gives the researcher the name of another subject, who in turn, provides the name of a third contact that 
is linked to the problem statement under study, and so on” (Vogt. 1999. Cited in Atkinson. 2001: 2). 
A snowball sampling method was used since the eCRM application system (REXIS) was not used by 
everyone within the organisation. Those who are assumed to interact with the system more frequently 
were identified and included in sample size. Supporting the above statement, it is said that “those who 
are in positions of relative high authority within the organisation may provide direction towards the 
required population” (Vogt.1999. cited in Atkinson. 2001: 5).  
Population  
The population was approximately 120 employees from the departments that were envisioned to use 







The chosen sample size was the Professional services department thst contained approximately 90 
employees and had implemented the eCRM application system since 2014 when the system was first 
rolled out. Since the organisation under study is a global organisation, only the South African affiliate 
was chosen for this research. In the Professional service department, the Head of the Department 
(HOD) was interviewed while employees participated in the end-user in a survey. The sample size was 
selected based on the department which utilised the eCRM application system on a daily basis in order 
to measure perception. However, due to their lack of availability, only a minority were able to respond 
to the questionnaire. Fortunately, according to STATKON (the University of Johannesburg statistical 
research and analysis office), these responses were just sufficient to conclude the study.  
3.11 Sampling error  
Du Plessis (2010) mentioned that sampling error occurs when there is consistent deviation on the 
results obtained from the sample. Outliers were removed to only focus on clustered data. Of course, in 
the case where there were extreme outliers, more analysis would have been conducted since 
researchers believed that having extreme outliers in the data set is worth double checking (Pallant & 
Julie, 2013). This help to determine if those values were erroneous, or check if the dataset was correctly 
entered, or to need recoding to values that are less extreme (Pallant & Julie, 2013). Fortunately, the 
outcome of this research showed positive correlations and significance in the variables used in this 
research. 
3.12 Data analysis and interpretations 
Data collected was analysed using various methods with the intention to support a mixed method 
approach and be able to compare both qualitative and quantitative outcome. This meant finding data 
analysing methods that were capable of examining qualitative data as well as quantitative data. In this 
regard, content analysis was used for the qualitative part of this research and statistical analysis was 
used for the quantitative part of this research.  
Content Analysis 
Although the content analysis is not able to solve ambiguous singularities, it is to some extent able to 
narrow down and categorise the theory, unpacking it to a point where those different categories are 
able to be singled out to one topic and be analysed individually (Elo and Kyngäs, 2008: 107-115). 
Three widely known content analysing tools were used in this study namely PESTEL, Mckinsey 7’s, 




broken down and analysed in relation to its different categories. Some researchers are of the opinion 
that “successful content analysis requires that the researcher can analyse and simplify the data and 
form categories that reflect the subject of study in a reliable manner” (Elo and Kyngäs, 2008: 107-
115). In the quantitative part of this research, data was gathered through the electronic survey 
(questionnaire); this part of the research was separated into two broad sections of analysis.  
Statistical Analysis 
The first section – using Cronbach alpha, factor analysis, computation of factors, summary statistics 
(mean and standard deviation) and normal distribution of factors were used to explain to the reader 
how factors in this research were derived and what factors will be used in the second section of the 
analysis.  
The second section – using correlation and regression analysis examined the relationship between 
factors as well as their significance level. Research variables will be significant if the P-Value is less 
than 5% at the significance level of 5%. 
 Analysing statistical results for this research became possible due to the expertise of Dr. Richard 
Davey (Head of Statistical Consultation Services at STATKON) who had extensive knowledge of 
statistical analysis research. It was necessary to involve qualified research consulting services such as 
STATKON to assist in statistical analysis phase of this research. They had the expertise to support and 
advice on this study and where possible helped navigate this ship towards unpacking theories that were 
closely related to the phenomenon as to why the adoption of a newly implemented global system was 
unsuccessful locally during its adoption phase. 
3.13 Research validity and reliability  
3.13.1 Validity and reliability 
McKinnon (1988) mentioned that research validity and reliability cannot be compromised when 
conducting and reporting on the outcome of the study. McKinnon (1988) was of the opinion that if 
credibility and reliability are compromised or rather ignored while conducting a research, the 
researcher would face difficulties having faith in the results. Validity ensures that the researcher is 
conducting research on the defined phenomenon while reliability is concerned with ensuring that data 
collection is performed using the correct method that suits the purpose of the study (McKinnon, 1988). 
Therefore, reliability is in fact based on the consistency of the research; hence it was mentioned 
previously the importance of conducting multiple observations. In addition, conducting an electronic 




assist in research allows to validate and verify the process being followed in this particular study. 
Descriptive statistics were used to help summarise and to explain data collected from the survey. Both 
the main supervisor and co-supervisor contributed to this research by ensuring that the objectives of 
this research are well defined and achieved.  
3.13.1.1 Cronbach alpha (α) 
Researchers emphasise reporting on reliability by using indicators such as Cronbach alpha coefficient, 
Cohen’s kappa and Scott’s pi as they are known to ensure internal consistency (Morgan, Reichert and 
Harrison, 2002). Particularly for this research, data from the electronic survey was analysed using 
Cronbach alpha (α). 
3.13.1.2 Factor analysis 
The current study uses factor analysis to analyse the behaviour of the research variables through their 
mean and standard deviation. 
3.13.1.3 Coding and processing of statistical data 
Du Plessis (2010) described coding as a way of assigning symbols or codes to questions in the survey 
so it may be easily read and entered into a statistical analysis software package such as SPSS (refer to 
the table:1 below). STATKON, the University of Johannesburg offices for statistical consultation 
assisted with the statistical analysis process that included Cronbach alpha, factor analysis, computation 
of factors, summary statistics (mean and standard deviation), normal correlation and regression in 
order to examine the relationship between the four mentioned variables. The survey questions were 
given codes in order to make it simpler to enter into SPSS. Table 3.1 below shows the code given to 
each question.                                                  
Table 3.1: Coding 
Code Description 
HF1   I feel encouraged using REXIS to do my job 
HF2   I am open-minded when it comes to facing the challenges of a new system 
HF3   My opinion of the CRM system affects how I use it 
HF4   I understand the purpose of using the REXIS 
HF5   Most user productivity problems result from lack of motivation to use REXIS 
  
UI1   I feel comfortable enough to navigate the system without supervision 




UI3   The CRM system (REXIS) is user-friendly 
UI4   REXIS is a better CRM tool compared to previous technologies e.g. clarify 
UI5   Using REXIS system is not time-consuming 
  
SOP1   Processes in place for monitoring REXIS system usability are fair (i.e. KPI) 
SOP2   The Standard Operating Procedure is clearly described 
SOP3   It is not necessary to simplify the standard operating procedure 
SOP4   The quality of the services rendered to customers is determined by the effective use of REXIS 
SOP5   SOPs are aligned with the actual processes in reality 
  
T1  I found the training instructor to be an effective lecturer 
T2   The training instructor is easily accessible for help 
T3   I consider myself well trained on the system 
T4   I think refresher training(s) will improve my skills 
T5   I now have a decent understanding of CRM due to REXIS training 
  
   Source: [Author’s own compilation] 
3.13.1.4 Test of Normality 
Ghasemi and Zahediasl (2012) believed that more than 50% of published articles have an error hence 
the assumption of normality should be tested due to statistical errors being a common occurrence. This 
was based on the belief that they held, which was by looking at the data one can assess normality 
through visual inspection on a histogram, stem leaf, Probability-Plot (P-P plot) and many others which 
are used to check normality visually.  These researchers believed that most tests would have a normal 
distribution regardless of their size. This is only expected to change when the sample size is small but 
for anything  between 30 to 40 and above the sampling distribution might be normally distributed. In 
this research Shapiro-Wilk test was used over other commonly known normality tests such as K-S test. 
In fact, these researchers are of the opinion that tests with low power such as the commonly used K-S 
test should be discontinued. It is preferable to rather use the Shapiro- Wilk to test normality using 
software such as SPSS data analysis (Ghasemi, & Zahediasl,  2012). The Shapiro-will test p-value had 
to be above 0.05 and the skewness and Kurtosis z-value must be somewhere in the span of -1.96 to 
+1.96 for the data to be considered normally distributed. Pallant (2013) suggested that factor analysis 




coherent. This means that a large number of relative variables can be reduced to make them more 
manageable.  
3.13.1.5 Peer review 
Scientific peer review has been defined as the evaluation of research findings for competence, 
significance, and originality by qualified experts. These peers act as sentinels on the road of scientific 
discovery and publication. Their reviews attempt to ensure the quality of scientific information (Benos, 
Bashari, Chaves, Gaggar, Kapoor, LaFrance, Mans, Mayhew, McGowan, Polter and Qadri, 2007, 145-
152). This paper was reviewed by a researcher who completed their Master’s in Business 
Administration (MBA) as well as professional editors. The peer reviewer currently holds the position 
of Finance Manager. Furthermore, Alan Yates and Peter Eickhuas who are part of the LT and project 
sponsor provided guidance through mentorship for this research.  Duke CE facilitators from the Duke 
University also peer-reviewed this research and awarded it first price amongst other research projects 
that were conducted within the organisation. Peer review is crucial and research continues to emphasise 
that side-lining would result in serious repercussions (Benos et al., 2007).   
3.13.2 Chapter summary 
This chapter focused on research methods that can be used for data collection. In addition, it also 
highlighted the various techniques that would be used to analyse and to interpret the collected data. As 
a recap, it is important to remember that the techniques used for data collection were for a mixed 
method approach research.  Hence, there were data collection methods that were not statistical in order 
to cater for the qualitative part of this research while other mentioned data collection methods were 

















4.1 Understanding eCRM Adoption and Post Implementation Strategies 
Chen and Popovich (2003) highlighted that it is important to recognise that no implementation is ever 
a 100% solution. Some of the risks that organisations should consider when deciding to implement an 
eCRM application system are the risks such as “Project failure, inadequate return on investment, 
unplanned project budget revisions, unhappy customers, loss of employee confidence, and diversion 
of key management time as well as resources” (Chen & Popovich, 2003: 675). In support of the risks 
highlighted in a study done by (Patton. 2000), it was discovered that one large telecommunications 
company implemented an eCRM application system to over a thousand employees at a cost of $10000 
per membership and later discovered that only 10% (approximately 100 users) of the end-users were 
actually using the system. More surveys estimated investments on the eCRM application systems to 
be at $2.2 million dollars bearing in mind that the average failure rate of implementing an eCRM 
application system is 65-70%. The average failure rate is due to the eCRM application systems being 
complex and sophisticated. This research looks into the implementation and adoption strategies using 
three key dimensions such as “people, process, and technology” and to some extent training to support 
the model previously used by Chen and Popovich (2003). 
4.2 Research Findings and discussion 
As mentioned in the previous chapter that descriptive statistics were used in this research. Morgan, 
Reichert, Harrison (2002) believed that descriptive studies help the researcher summarising the 
collected data and give the reader more meaningful information. In the survey conducted, the size of 
the overall data set (N) was 38 employees that participated in the survey who are frequent users of the 
e-CRM application system. Of those participating in the survey, the size of the cell group (n) was 34 
responses which were received and 34 of those responses were deemed valid due to the respondents 
fully completing the survey without skipping some questions. Therefore, 34/38 * 100 = 89.47% valid 




to conclude on this study. This was supported by other researchers who believed the appropriate or 
minimum sample size for a survey should be between 30 and 500 Morgan, Reichert, Harrison (2002). 
Although the organisation under study had a poor response rate considering the number of employees 
that are frequent users of the eCRM application system but did not participate in the survey 
(approximately 90 employees working under the Department of Professional services). Fortunately, 
research does allow a minimum sample size of 30. However, a response rate of 80% or above is 
required for the study to be valid and be considered ethical (Bacchetti, Wolf, Segal & McCulloch, 
2005).  
4.3 Demographics of the employees in the department 
Demographic profile of the respondents includes the gender, age and the education level. 
4.3.1 Gender 
Participants of gender are illustrated in percentages on the figure below:                                                               
 
Figure 4.1: Gender     
Source: [Author’s own compilation] 
Majority of the respondents were males with 71% rate while females were 29% representation and 
there was 0% for the others. There is an imbalance between gender categories because ultimately 
means show that more influence comes from males. In a study conducted in America, Asia, and 
Europe, it was discovered that males and females differ in perception and therefore studies conducted 
in IT should take into consideration the different gender users. Researchers even suggested that perhaps 
organisations should investigate how communication is carried out during organisational training. 
Such aspects should be considered as males are said to be motivated by the hierarchy as well as 









1997). If further research is conducted on gender perception when adopting an eCRM application 
system, it may even be discovered that the minority of the respondents (females) still lack 
understanding of an eCRM application system (REXIS) and the majority (males) feel that they can 
still deliver on their work without using REXIS.  
4.3.2 Age Group 
The age brackets of research participants are illustrated in percentages on the table below:                                                                             
 
Figure 4.2: Age Group     
 Source: [Author’s own compilation] 
Results show 44% of respondents fall within the middle age group (ages 36-45) while the second 
highest percentage of the respondents is 38% from the youth range (ages 26-35). This shows that the 
overall majority of the respondents are still within the youth-middle age population who was born into 
the era of technology or at least when technology was being introduced.  However, they were born 
prior to the introduction of eCRM and ERP systems provided by software vendors such as SAP, Oracle, 
and Salesforce.com since the research background suggested that ERP systems were firstly introduced 
in the 1990’s. Regardless of the age factor versus technology acceptance, some researchers 
still “suggest that any system designed for people to use should be easy to learn, easy to remember, 
and useful, that is, it should contain the necessary functionality to improve work and productivity” 














4.3.3 Education Level 
The level of education of research participants are illustrated in percentages on the below figure: 
              
 
Figure 4.3: Level of Education       
Source: [Author’s own compilation] 
38% of respondents have Diplomas, 27% hold a Bachelors degree, 9% hold an Honours Degree and 
the remaining 26% have a Masters or Doctoral degree. This highlights a gap in skills development to 
help balance the level of education by having more educated employees. Becker (1994) even said that 
education is human capital and it is something which cannot be taken away like any other asset because 
education, knowledge and skills stay with the person. Furthermore, the researcher made mention that 
although a higher education comes with higher earnings, it does also come with high productivity 
because of more knowledge and skills on problem-solving. The very same researcher discovered that 
other organisations do not believe that high education bring productivity but high earnings instead due 
to their credentials. “Companies do not want information on the success of schoolwork but abilities 
and performance in the work life. (Becker, 1994: 15-28).   
4.4 Customer Expectations 
If an organisation cannot meet its internal and external customer expectations, it will surely struggle 
to keep up with its competitors. Ideally, an organisation should exceed its customers’ expectations by 
maximising their satisfaction and also the credibility of the selling goods and services. In research, 
organisations must be able to translate the VOC, VOE, and VOB (Felix. 2015). Customers expect cost-
effective products or services that deliver the required benefits to them on a day-to-day basis. 













the buying-selling process, the way in which communication is handled and the nature of the customer-
supplier-relationship. CRM, in this case, refers to the idea of ‘integrating the customer’ relevant people 
and processes in such a way that it can integrate all aspects of the supplier’s business and vice versa. 
eCRM is based on satisfying all of the needs of people, systems, and processes. Observations showed 
that it is an integrated approach for an organisation to learn about its customer (Chen & Popovich, 
2003). 
4.5 eCRM application system (REXIS) Roll-out plan 
The below figures illustrate all the countries in scope for REXIS implementation. The project plan was 
to roll-out the system in waves until all the countries in blue finally had REXIS. This was expected to 
be done over a period of four years.  
 
Figure 4.4: REXIS start of Program.                    
Source : http ://we.intranet.roche.com 
When REXIS was first implemented, it was planned out in different phases separated by years in 
between to roll out the system. Countries in scope of the roll-out plan are in blue and they are 
representing all the different markets where the organisation operates in. A clear map out of the roll 





Figure 4.5: Implementation at wave 2                  
Source : http ://we.intranet.roche.com 
During the year 2014 when REXIS was first rolled out, either the professional Service Department or 
the sales team was given access to start using the system. In South Africa, only Professional Service 
Department was given access to start utilising the system. It is only in 2016 that the sales team launched 
REXIS for their department. The marketing department was expected to follow in the year 2018 but 
this has not yet been materialised.   
 
Figure 4.6: REXIS Final Implementation 
Source : http ://we.intranet.roche.com 
In 2016 the rollout was almost completed for the different markets where the organisation had 




for both the service and the sales team. Only the marketing team was still left out but were expected 
to follow as time progresses. Countries in Green illustrate where the two implementation phases had 
already been completed. Countries that are still highlighted in orange only meant that the system was 
only rolled out halfway through and not yet completed. 
4.6 Case study 
In the 2016 Deloitte Life Sciences Outlook report, researchers stated that the increase in data access 
has immensely improved consumer engagement in healthcare. Large pharmaceutical companies that 
have struggled to move with the technological pace have lagged behind. This was said to be based on 
the fact that the market is not what it used to be 15 years ago. It is Influenced by more advanced 
technologies from a global perspective, and these markets continue to change due to various political 
influences, economic implications as well as the demographic cohort that is the consumer today 
(www2.deloitte.com). 
A study conducted by Satmetrix survey on behalf of Oracle (one of the competitors of Saleforce.com 
and SAP system) revealed the following statistics: 
• A 12% increase of revenue growth is observed when an effective CRM system is implemented. 
• A 20% increase of the customer satisfaction is observed when an effective CRM system is 
implemented. 
• A 20% increase of employee productivity is observed when an effective CRM system is 
implemented. 
 
Figure 4.7: Effective eCRM                              




4.7 PESTEL Analysis: External Environment Scanning 
In order to conduct this analysis, a PESTEL model that looks at the external factors that could affect 
an organisation was used to identify hindering factors that contribute to eCRM lack of adoption. The 
“PESTEL (Political, Economic, Social, Technology, Environmental and Legal) analysis has two basic 
functions for an organisation. The first is that it allows identification of the environment within the 
industry which the organisation operates. The second basic function is that it provides data and 
information that will enable the company to predict situations and circumstances that it might 
encounter in the future” (Yüksel, 2012: 52). The following table identifies external factors that can 
influence REXIS end-user in utilising REXIS CRM. 
Table 4.1:  PESTEL Analysis 
Political ● Political instability increases reputational risk when considering doing 
business in South Africa. 
● Consumer Protection Act (a medical act that protects our customers 
against harm caused as a result of the supply of unsafe goods, 
defective/hazardous products etc.) 
Economical ● The South African recession and the foreign exchange affect our 
exports/imports and sales predictions: The organisation uses the 
budgeted rates for sales/revenue growth predictions. This would be 
more accurate if they had enough data about their customers’ behavior 
which can be achieved through the analysis of the data in REXIS. 
Social ● There is a high value placed on being customer-centric in the service 
industry. As Salesforce.com is a customer-centric business, using 
REXIS developed by Salesforce.com would give the organisation a 
competitive advantage and keep the customer focused. 
● Big data: Lack of education or knowledge in mining data can affect 
predictive analysis to inform revenue driving decisions. 
● High staff turnover in South Africa: REXIS will help maintain and 
keep critical information for easier succession planning 
Technology ● Fast-paced integrated technology is needed for an organisation to 
when it comes to accessing data/ information lack of increased fast 
and easy access to network and wider network coverage. 
● Increased access to smart mobile devices over the past 5 years  
Environmental ● Going green initiatives that push for the decreased use of paperwork 
and more utilisation of electronic platforms for administration.  
● No unnecessary traveling  
Legal ● Regulations (e.g., Medicine Control Council, and Competition Law) 
govern the distribution, sales and marketing of medicine which limits 
and guides how information can be inputted or distributed on the CRM 




● Protection/safety of personal information (POPI Act) that ensures that 
personal information is not misused by the entities collecting 
information 
Source: [Author’s own compilation] 
 
4.8 McKinsey 7S Elements: Internal Environment Scanning  
“The McKinsey 7S model was named after a consulting company, McKinsey and Company, which 
conducted applied research in business and industry” (Bhatti, 2011:52-59).  The table below analyses 
the organisation understudy in terms of its structure, Systems, Resources, Leadership Style, Skills and 
Staff, Strategy and Shared Values. 
Table 4.2: McKinsey 7S Elements 
McKinsey 7s Elements Description 
Structure In terms of the structure for communication, the organisation has a 
flat hierarchy. This helps end users to communicate the challenges 
faced when using REXIS. Local management easily gets feedback on 
REXIS challenges and must escalate it to global management. 
Systems   REXIS is functional; however, constant updates cause problems as 
every update needs training. The organisation only sends out 





Resources Portable devices are provided for inputting data on systems like 
REXIS on the go but not all users are using REXIS Salesforce.com 
on these devices. Data bundles are provided which allow users to 
access REXIS and to perform day to day activities. 
WIFI access is provided allowing users to access REXIS in the office 
and to perform tasks.   
Insufficient time for users to use REXIS to log daily activities. 
Support is provided by management.  
Leadership Style The current leadership style within the organisation is very autocratic 
when management is deciding on new systems to implement. The 
implementation of REXIS was decided upon by global management 
and as a result, affiliates were expected to implement the system.  
Skills and Staff Employees are capable and have basic computer skills.     
REXIS training is inadequate and there is no certification to prove 
competency. 
Strategy To build competitive advantage and maintain the relationship 
between account managers and customers as well as improve 
collaboration within the departments 
Shared Values Superior customer focus. Even stated in the organisation’s mission 
statement “Doing now what patients need next” 






4.9 SWOT Analysis  
Yüksel and Dagdeviren (2007) believed that the comprehensive analysis of both the external and 
internal environment is important in order to recognise forces that may come as a potential stimulus or 
pose as a limitation.  
Table 4.3: S.W.O.T Analysis 
Strength 
• REXIS is functional. 
• Flat hierarchical structures locally (Direct 
contact with top management) 
• Basic computer skills 
• Superior customer focus: “Doing now what 
patients need next”. 




• REXIS training offers no certification of 
competency to end-users. 
• Adoption of eCRM application system; end-user 
behavior/attitude is based on their perception.  
• Users do not have time. 
• Autocratic leadership style globally 
• WIFI/ Internet access in SA is not that stable. 
• Change management: Lack of adoption 
strategies and post-implementation/ monitoring 
and evaluation processes . 
Opportunities 
 
• Forecasting based on customer behavior 
using REXIS data could improve sales and 
revenue predictions which is important 
during the recession. 
• Global funder relationships can be managed 
on REXIS.  
• Big data management would help filter 
critical information to identify opportunities. 
• Access to fast-paced integrated technology 
(i.e REXIS links with Google sites)  
• Accessed through Mobile device  
• No paperwork (going green) 




• Regulatory Authorities (e.g., MCC; competitive 
law, POPI act) determines what information can 
be loaded on the system and what information 
must be kept strictly confidential. 
• Lack of network coverage in SA decreases the 










Table 4.4: Gap Analysis 
Critical Success Factor Hindering Factor/Gap 
Employee 
commitment/involvement/engagement 
Employees were not involved in the decision 
making. The decision to implement an eCRM tool 
was autocratic causing employees to not become a 
part of the decision-making process. 
IT Infrastructure capabilities There are connectivity challenges at the customer 
site and insufficient training for use on mobile 
devices on the go. 
User Acceptance  Incorrect data loaded on REXIS during data 
migration from the legacy system (SAP). 
Business Process Re-design No effective REXIS SOP in place. 
Project Champion  No locally appointed REXIS project 
champion/administrator/manager. 
Change Management End-user perception is not measured and monitored 
regularly after implementation of the new eCRM 
system. 
Training No process in place to measure competency on 
REXIS. 
         Source: [Author’s own compilation] 
 
4.10 Findings from Literature and Study 
Conducting research within the organisation under study highlighted critical success factors that 
should have been considered by the organisations top management after their external and internal 





4.10.1 Critical Success Factors 
The researcher unpacked the following to be considered as critical success factors (CSF’s) for ensuring 
the successful adoption of eCRM and any other new technological application system within the 
organisation. Research supports linking CRM implementation with CSF’s to determine best practice 
for implementation (Sanad, 2015). Figure 4.8 illustrates critical success factors as elaborated below.  
 
 
Source : [Author’s own compilation] 
Figure 4.8: Critical Success Factors. 
 
A. Management Commitment 
Researchers discovered that the role of top management and its commitment is one of the highest 
critical factors to have within an organisation (Ahire and Shaughnessy, 1998). It is for the management 
to provide adequate resources, demonstrate support and ensure continuous monitoring and 
improvement. It has even been said that “employees at all levels are more likely to invest time and 
effort in the change program if that program has the full and credible support of top management” 
(Ahire & Shaughnessy. 1998: 16). RDSA management provided adequate financial resources but 
lacked to demonstrate support and to motivate its employees (REXIS end-users) to see the benefits of 


























B. Employee Commitment   
Employee commitment was measured against employee engagement in the decision-making process 
when implementing a new system. The frequency analyses of the responses are presented in table 9 
below. 
Table 4.5: Employee Commitment 
  Frequency Valid Percent 
Valid Unimportant 1 3.0 
Neutral 7 21.2 
Important 15 45.5 
Very important 10 30.3 
Total 33 100.0 
Missing System 1   
Total 34   
Source: [Author’s own compilation] 
The table above shows that the majority of respondents which is 45.5% believed that it is “important” 
for them to be included in the decision making the process for implementing a new system. In addition, 
another 30.3% believed that it is “very important” to be a part of the decision-making process. Majority 
of the respondents feel that it is important to very important to be included in the decision making of 
implementing a new system. This suggests that about 75.8% of employees do not want to feel 
disengaged in the decision making for new systems that are being implemented. Whilst 21.2% 
employees felt neutral about being engaged in the decision-making process or not.  






















Figure 4.9: Employee Commitment 
Source: [Author’s own compilation] 
The remaining 3% felt being included in decision making to implement a new system was 
“unimportant”. A similar study also reported that any kind of employee disengagement will show less 
commitment to new ideas and innovation (Kompaso & Sridevi, 2010). In fact, it is believed that there 
is a positive relationship between employee engagement versus performance. Majority of employees 
who are REXIS end-users in the survey results showed that they want to be engaged in the decision-
making process when a new system is to be implemented. Therefore, the findings of this research are 
consistent with previous research findings.  
C. IT Infrastructure Capabilities   
The IT function of an organisation that wants to implement an eCRM application system should ensure 
that end-users have the ability to access the eCRM application system easily from wherever around 
the world using VPN connection. According to some researchers, it is believed that IT capabilities 
determine the effectiveness and performance of an organisation (Jirachiefpattana & Bonmanit, 2016). 
D. User Acceptance based on the interface 
The user interface that was measured against the usability of the newly implemented eCRM system 
was measured on a five-point Likert scale with anchors ranging from the value of 1 being “strongly 
disagree” to 5 being “strongly agree”. The frequency distributions of the responses are presented in 
table 4.6 below.                                    
Table 4.6: User Interface 
User-interface and usability 
  Strongly 
Disagree 
Disagree Neutral Agree Strongly 
agree 
Total 
I feel comfortable enough to 
navigate the system without 
supervision 
Frequency  1 1 7 18 7 34 
Percent 2.9% 2.9% 20.6% 52.9% 20.6% 100.0% 
I find it easy to use the system while 
working on site (at the customer) 
Frequency 2 9 12 8 3 34 
% 5.9% 26.5% 35.3% 23.5% 8.8% 100.0% 
The CRM system (REXIS) is user-
friendly 
Frequency 3 7 10 12 1 33 
% 9.1% 21.2% 30.3% 36.4% 3.0% 100.0% 
REXIS is a better CRM tool 
compared to previous technologies 
e.g. clarify 
Frequency 2 6 19 5 1 33 




Using REXIS system is not time 
consuming 
Frequency 7 10 8 5 4 34 
% 20.6% 29.4% 23.5% 14.7% 11.8% 100.0% 
     Source: [Author’s own compilation] 
The table above shows that the majority of respondents felt comfortable enough to navigate the system 
without supervision. 52.9% “agreed” while another 20.6% “strongly agreed”. This shows that more 
than 73.5% are comfortable with navigating the system on their own. 
 
Table 4.7: I feel comfortable enough to navigate the system without supervision. 
 
Source: [Author’s own compilation] 
In terms of the newly implemented eCRM system accessible from the customer site, about 35.5% of 
the respondents gave a neutral response. Almost an equal number of responses were between 
“disagree” to “strongly disagreed” rated at 32.4% and “agree” to “strongly agree” rated at 32.3%. 
These findings indicate that the users do not have one common view or experience when it comes to 
using the system at a customer site. It is important to note that the respondents have different customers 
in SA and the network infrastructures are different depending on how advanced the country is. 
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Source: [Author’s own compilation] 
In terms of the eCRM system being user-friendly, 30.30% of the respondents felt neutral, 36.40% 
agreed and 3% strongly agreed that REXIS is user-friendly. It could be argued that neutral means 
neither disagree nor agree. However, one can be of the view that a globally accepted eCRM application 
system is likely to be associated with successful adoption. Therefore, showing a neutral feeling towards 
the system could imply that the system may not really have been adopted as it was anticipated. REXIS 
replaced another previously used system called Clarify and based on the responses collected, it appears 
that most users still believe that the older system was better than the newly implemented system. 
21.20% and 9.10% of respondents respectively disagree and strongly disagreed. 
Table 4.9: The CRM system [REXIS] is user-friendly. 
 
Source: [Author’s own compilation] 
In fact, 57.6% of respondents responded neutral when asked if REXIS was a better tool than Clarify 
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compared to the responses that supported REXIS being a better tool, the percentage of those who 
“agreed” to “strongly agree” was 18.2% which is relatively lower than the 24.3%  who “disagreed” to 
“strongly disagreed” that REXIS is a better tool than the previous system called clarify. 
Table 4.10: REXIS is a better CRM tool compared to previous technologies. 
 
Source: [Author’s own compilation] 
Park and Chen (2007) are of the opinion that an eCRM application system being utilised for performing 
daily operations is influenced by the Perceived Usefulness (PU) and the behaviour held by the end-
users. Furthermore, these researchers even suggested that factors relating to user acceptance are 
important for organisations to consider since it easily compromises successful adoption of innovative 
technologies even for the commonly used technology such as smartphones (Park & Chen. 2007).   
Table 4.11: Using REXIS system is not time consuming. 
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E. Business Process Re-design 
Operating procedures for the newly implemented eCRM application system was measured on a five-
point Likert scale with anchors ranging from the value of 1 being “strongly disagree” to 5 being 
“strongly agree”. The frequency distribution of the responses is presented in table 4.12 below. 
               Table 4.12:  Standard Operating Procedure 
      
Standard operating procedure 
  Strongly 
Disagree 
Disagree Neutral Agree Strongly 
agree 
Total 
Processes in place for monitoring 
REXIS system usability are fair (i.e. 
KPI) 
Frequency  3 4 17 8 2 34 
% 8.8% 11.8% 50.0% 23.5% 5.9% 100.0% 
The Standard Operating Procedure is 
clearly described 
Frequency   5 17 10 2 34 
%   14.7% 50.0% 29.4% 5.9% 100.0% 
It is not necessary to simplify the 
standard operating procedure 
Frequency 2 11 13 5 3 34 
% 5.9% 32.4% 38.2% 14.7% 8.8% 100.0% 
The quality of the services rendered 
to customers is determined by the 
effective use of REXIS 
Frequency   3 9 12 9 33 
%   9.1% 27.3% 36.4% 27.3% 100.0% 
SOPs are aligned with the actual 
processes in reality 
Frequency   7 14 12 1 34 
%   20.6% 41.2% 35.3% 2.9% 100.0% 
         Source: [Author’s own compilation] 
In the table above, respondents were asked if the SOP(s) are clearly defined. 50% of the respondents 
gave a neutral response. This could indicate that they are unaware of their processes or they think that 
it has no impact towards how their Key Performance indicators (KPI’s) are measured at REXIS 





Figure 4.10: Standard Operation Procedure 
Source: [Author’s own compilation] 
During this research observation, it was identified that SOPs were easily available on the intranet. 
Therefore, end-users had some guidance on how to carry out their daily tasks. However, in this survey, 
it was discovered that employees could probably know about the SOPs but do not critically read to 
understand them. also, they do not even see where they could have been misaligned with the actual 
reality when performing daily tasks. In fact, observations revealed that the shared platform for training 
on SOPs sends out a read and understand document as well as a certificate after completion as an 
acknowledgment that it has been read by the user.  
Alarmingly, 41.2% of the participants were neutral when asked if SOPs are aligned with processes 
while 20% “disagreed” believed that there is a misalignment. The remaining 38.2% which is 
respectively made up of 35.3% and 2.9% “agreed” to “strongly agreed” that their documented 
procedures were aligned with current processes. This is still less than the responses that lay between 
neutral and disagree. Xiang, Archer and Detlor (2014) suggested that due to the business process re-
design, there could be some significant improvements which can lead to productivity improvement as 
well as a quality improvement by aligning documented Standard Operating Procedures to workflows 








Strongly Disagree Disagree Neutral Agree Strongly agree
Standard Operating Procedure
Processes in place for monitoring REXIS system usability are fair (i.e. KPI)
The Standard Operating Procedure is clearly described
It is not necessary to simplify the standard operating procedure
The quality of the services rendered to customers is determined by the effective use of REXIS




F. Project Champion  
A dedicated person overseeing training needs to continually support local REXIS end-users. In support 
of this role, research mentioned that organisations often confuse roles of project sponsors and project 
managers while both are critical. Additionally, the role of a project champion is equally critical to have 
and forms part of eCRM “critical success factors” (CSF’s).  
G. Change Management 
Preparing and supporting employees, teams, and the rest of the organisation through changes in 
technology or processes. In fact, evidence showed that change management practices are important 
elements of organisational transformation (Hechanova & Cementina-Olpoc, 2013). 
F. Training  
The effectiveness of training received on the newly implemented eCRM system was measured on a 
five-point Likert scale with anchors ranging from the value of 1 being “strongly disagree” to 5 being 
“strongly agree”. The frequency distribution of the responses is presented in table 4.13 below.   
Table 4.13: Training 
Training 
  Strongly 
Disagree 
Disagree Neutral Agree Strongly 
agree 
Total 
I found the training instructor 
to be an effective lecturer 
Frequency 1 2 8 18 5 34 
% 2.9% 5.9% 23.5% 52.9% 14.7% 100.0% 
The training instructor is 
easily accessible for help 
Frequency 1 3 9 14 7 34 
% 2.9% 8.8% 26.5% 41.2% 20.6% 100.0% 
I consider myself well trained 
on the system 
Frequency 1 4 12 14 3 34 
% 2.9% 11.8% 35.3% 41.2% 8.8% 100.0% 
I think refresher training(s) will 
improve my skills 
Frequency   1 3 15 15 34 
%   2.9% 8.8% 44.1% 44.1% 100.0% 
I now have a decent 
understanding of CRM due to 
REXIS training 
Frequency 1 2 8 18 4 33 
% 3.0% 6.1% 24.2% 54.5% 12.1% 100.0% 
         Source: [Author’s own compilation] 
The table above shows that 52.9% of the respondents agreed and 14.7% strongly agreed that the 
training instructor for REXIS was an effective lecturer. The next question was to investigate if REXIS 
instructors were easily accessible for assistance. Research statistics show that 41.2% of respondents 




themselves well trained on the system. 41.2% responded agreed while another 35.3% felt neutral about 
it. The follow-up question regarding fresher training received showed that 88.2% were the majority of 
the respondents who agreed to strongly agreed on having a refresher training in order to improve their 
skills.  
 
Figure 4.11: Training 
Source: [Author’s own compilation] 
Lastly 54.5% agreed and a further 12.1% strongly agreed to have a decent understanding of the eCRM 
system due to training. Habib, Zahra and Mushtaq (2015) said that training is a significant component 
of human resources and it aims to educate, inform, and teach people to become qualified in what they 
do. In fact, rapid technological and innovative organisations place other organisations at a position 
where they recognise the criticality of training in order to improve productivity. Observations showed 
that the way in which young people were pushed into the work environment prior to the industrial 
revolution was more effective as compared to the current process of going through schooling.  
Additionally, evidence revealed that employees would possess six years’ worth of experience but not 
six years of acquiring an education (Becker, 1994: 15-28).  
Strongly
Disagree
Disagree Neutral Agree Strongly agree
I found the training instructor to be an
effective lecturer
2.90% 5.90% 23.50% 52.90% 14.70%
The training instructor is easily accessible for
help
2.90% 8.80% 26.50% 41.20% 20.60%
I consider myself well trained on the system 2.90% 11.80% 35.30% 41.20% 8.80%
I think refresher training(s) will improve my
skills
0.00% 2.90% 8.80% 44.10% 44.10%
I now have a decent understanding of CRM
due to REXIS training












4.4 Common observations around the following: 
4.4.1 Desired state for REXIS: 
Research for the internal stakeholders’ perspective for the desired state was conducted through 
observations. This information was collected from REXIS end-users to give a combined view of the 
desired state which is expanded below and presented through three different categories such as Data 
Management, Operational Excellence and Customer Knowledge. 
4.4.1.1 Data Management 
• REXIS should be a simplified system that is relevant to the end-user’s daily tasks.  
• The system should contain valuable data and constantly be maintained to ensure data integrity.  
• The system should have minimal downtime. 
4.4.1.2 Operational Excellence 
• The system should improve collaboration between different departments: from the initial sales 
visit (Sales Dept.), the proposal/tender process (Commercial and Operations Dept.) until the 
installation (Professional Service Dept.). 
• The system should enable the organisation to achieve full automation in the contract lifecycle, 
where it administers that the correct process is followed starting from opportunity, proposal, 
contract setup, contract fulfillment and monitoring. 
• REXIS should allow for fast and easy access in order to solve problems within the specified 
time in the Service Level Agreement (SLA) which is 48hrs. 
4.4.1.3 Customer Knowledge 
• REXIS should be utilised in such a way that there is a clear link between opportunity funnel 
and the activities required to convert those activities into revenue. 
• The system should provide a clear market view that can classify accounts/customers by 
territory, account sophistication and improve the marketing strategy through the analysis of the 
opportunity funnel. 
4.4.2 Current concerns and challenges for the end-user: 
• How is REXIS data sitting? 
• Insufficient time to work on REXIS (at customer sites versus at the office) 
• Incorrect data loaded onto REXIS (Due to data migration from SAP to REXIS) 





• Communication needed between teams i.e., departments using REXIS are currently working 
in silos.  
• REXIS is hard to use at the customer site as some customers find it disrespectful or feel like 
they are being audited. 
• User Interface does not allow the user to hover the pointer and see available options before 
clicking on a particular tab. 
• Connectivity in the SA is a major problem.  
4.4.3 Current state as experienced by the end-user: 
• In terms of training, some users were not trained. they missed the scheduled training because 
of other commitments. 
• People log activities (logon) to show visibility of “using REXIS” but do not necessarily input 
critical data. 
• REXIS email synchronisation has eliminated duplication. 
• Some users are using excel spreadsheets to manage accounts/contacts data. 
• Team collaboration is lacking: each team learns from their own challenges while using REXIS. 
• REXIS software updates add to the confusion. 
• Sometimes the end-user needs to open a new window tab or use a different screen to use 
REXIS. 
• Performance of the system does not help ease the work in terms of monitoring and follow-ups.  
4.5 Implementation of eCRM (REXIS): 
• REXIS was implemented at different times/ phases/waves. 
• REXIS was introduced as a “must” with no end-user buy-in.  
• The system went live in 2014 but implementation was not done properly i.e., customer contacts 
were not transferred/migrated correctly and this still cause a problem in data management 
affecting other activities in other departments. 
• Management does not clearly communicate what information is important to capture when 
using REXIS.  





4.6 Reliability and validity 
4.6.1 Cronbach Alpha (α) 
Particularly for this research, data from the electronic survey was analysed using Cronbach alpha (α) 
where α = 0.80. Responses were averaged under their sub-headings resulting in measures of perceived 
acceptability on Human factor (α=0.71, M=0.33), perceived acceptability on user-interface (α=0.83, 
M=0.49,), perceived acceptability on standard operating procedure (α=0.67, M=0.29), perceived 
acceptability on training (α=0.76, M=0.38), perceived acceptability on performance effectiveness 
(α=0.88, M=0.58), and perceived acceptability on system performance (α=0.85, M=0.53). 
4.6.3 Factor Analysis 
The current study uses factor analysis to analyse the behaviour of the research variables through their 
mean and standard deviation. “Human factor” was separated into two components which were 
hf_factor1= (HF2, HF4, HF3) and had a mean of 4.0882 with a Standard deviation of 0.54624. 
hf_factor2= (HF5, HF1) and had a mean of 3.3971 with a standard deviation of 0.91932. “Under User 
interface” only one factor was generated and named ui_factor= (UI2, UI3, UI5, UI4). /*xUI1 with a 
mean of 2.9240 and a standard deviation of 0.88558. Two components were generated under “SOP”, 
they were labeled as sop_factor= (SOP1, SOP2, SOP5). /*SOP4 SOP3 and had a mean of 3.1765 with 
a standard deviation of 0.68281. Training had only one component generated which was labeled 
t_factor= (T1, T5, T3, T2). /*xT4 and had a mean of 3.6152 with a standard deviation of 0.81907.  
4.6.4 Test of normality 
Table 4.14 represents the rotated component matrix of the selected variables. A number of items which 
would do not meet some minimum criteria of having a primary factor loading of 4 were eliminated 
because they would have not contributed to a simple factor or above, and no cross-loading of .3 or 
above. 
Table 4.14: Rotated Component Matrix – Human Factor variables 
Rotated Component Matrixa 
  Component 
1 2 
HF2 I am open-minded when it comes to facing the challenges of a new system 0.850 -0.083 
HF4 I understand the purpose of using the REXIS 0.779 0.251 
HF3 My opinion of the CRM system affects how I use it 0.741 0.265 
HF5 Most user productivity problems result from lack of motivation to use REXIS 0.022 0.926 




          Source: [Author’s own compilation] 
Using the rotated matrix generated two-factor structures, the following factors generated HF2, HF4, 
and HF3 as one component and HF5 and HF1 as another. This highlights the existence of a correlation 
between being open-minded to new systems, understanding why new systems are being implemented 
and the opinion which we hold regarding a new system. There is also a link between motivation and 
some encouragement in relation to an employee doing their job. 
Table 4.15: Rotated Component Matrix - SOP variables 
  Component 
1 2 
SOP1 Processes in place for monitoring REXIS system usability are fair (i.e., KPI) 0.849 -0.128 
SOP2 The Standard Operating Procedure is clearly described 0.734 0.301 
SOP5 SOPs are aligned with the actual processes in reality 0.686 0.323 
SOP4 The quality of the services rendered to customers is determined by the 
effective use of REXIS 
0.290 0.782 
SOP3 It is not necessary to simplify the standard operating procedure 0.005 0.768 
        Source: [Author’s own compilation] 
Using the rotated component matrix generated two component structures. The following components 
generated SOP1, SOP2, SOP5 as one factor and SOP4 and SOP3 as another, confirming that each of 
the items under a single component shared some common variance with other items. Although 
responses show that SOPs and KPIs correlate. However, it is still questionable as to whether they 
correlate with the actual reality faced by end-users daily during their interaction with the system. 
Table 4.16: Rotated Component Matrix – Training variables 
  Component 
1 
T1 I found the training instructor to be an effective lecturer 0.937 
T5 I now have a decent understanding of CRM due to REXIS training 0.884 
T3 I consider myself well trained on the system 0.883 
T2 The training instructor is easily accessible for help 0.830 
T4 I think refresher training(s) will improve my skills -0.186 




In the table above, items which did not meet minimum criteria of having a primary factor loading of 4 
were eliminated because they could not contribute to a simple factor or above, and again no cross-
loading of .3 or above. Rotated matrix generated only one factor as T1, T5, T3, T2, excluding T4. 
Responses showed that the training instructor gives effective lectures that provide the end-users with 
a decent understanding of the eCRM application system and improves their confidence to consider 
themselves as “well trained”.  
4.7 Correlations 
The table below shows for the correlation analysis which was used to describe the linear relationship 
between two variables showing their strength and direction. In addition, the significance of those 
relationships was determined by the level of significance which was set at 0.05.        
Table 4.17: Pearson Correlation 
Correlations 




















factors: factor 1 
Pearson Correlation 1 0.320 0.211 0.255 0.311 
Sig. (2-tailed)   0.065 0.231 0.146 0.073 
N 34 34 34 34 34 
hf_factor2 Human 
factors: factor 2 
Pearson Correlation 0.320 1 0.730 0.505 0.487 
Sig. (2-tailed) 0.065   0.000 0.002 0.003 
N 34 34 34 34 34 
ui_factor User-interface 
and usability 
Pearson Correlation 0.211 0.730 1 0.542 0.484 
Sig. (2-tailed) 0.231 0.000   0.001 0.004 
N 34 34 34 34 34 
sop_factor Standard 
operating procedure 
Pearson Correlation 0.255 0.505 0.542 1 0.563 
Sig. (2-tailed) 0.146 0.002 0.001   0.001 
N 34 34 34 34 34 
t_factor Training Pearson Correlation 0.311 0.487 0.484 0.563 1 
Sig. (2-tailed) 0.073 0.003 0.004 0.001   
N 34 34 34 34 34 





Human Factor 2 and User-interface and usability 
The correlation between hf_factor2 - Human factors: factor 2 and ui_factor user-interface and usability 
were r= .730 showed a very strong correlation and had a p-value of 0.000 which in this case meant that 
there was a significance as this was below the significance level set at 0.05.  
Human Factor 2 and Standard operating procedure 
The correlation between hf_factor2 Human factors: factor 2 and sop_factor Standard operating 
procedure was r= .505 showed a moderate positive correlation and had a p-value of 0.002 which in 
this case meant that there was a significance as this was below the significance level set of 0.05.  
Human Factor 2 and training 
The correlation between hf_factor2 Human factors: factor 2 and t_factor training was r= .487 showed 
a positive correlation and had a p-value of 0.003 which in this case meant there was a significance as 
this was below the significance level set at 0.05.  
User-interface/ and usability and Standard operating procedure 
The correlation between ui_factor User-interface/ usability and sop_factor standard operating 
procedure was r= .542 showed a moderate positive correlation and had a p-value of 0.001 which in 
this case meant there was a significance as this was below the significance level set at 0.05.  
User-interface/ and usability and Training 
The correlation between ui_factor User-interface/usability and t_factor Training was r= .484 showed 
a positive correlation and had a p-value of 0.004 which in this case meant there was a significancee as 
this was below the significance level set at 0.05.  
Standard operating procedure and Training 
The correlation between sop_factor Standard operating procedure and t_factor Training was r= .563 
showed a moderate positive correlation and had a p-value of 0.001 which in this case meant there was 
a significance as this was below the significance level set at 0.05. In addition to understanding the 
relationship between amongst the variables refers to the below figure. It displays the strength of the 
relationship between all the variables. The diagram shows a moderate to strong positive relationship 





  Figure 4.12: Scatterplot       
Source: [Author’s own compilation] 
Pallant and Julie (2013) said that Pearson correlation only considers values between -1 and +1 and the 
symbol in front of the number will indicate whether the correlation is positive or negative.  In other 
words, a value of 0 shows no relationship, a value of -1 indicates a perfect and negative relationship 
and a value of +1 would be considered a perfect and positive relationship. On the table there is a 
consistent value of 1 which appears each time a variable is correlated. Hence, it will appear perfectly 
and positively correlated. The more interesting values are correlations of each variable against another 
different variable that show the strength and the significance of the relationship between those two 
different independent variables. 
4.8 Coefficient of determination “R Squared” and percentage of variance. 
According to researchers, to analyse how much variance two values share, “r” must be squared/ 
multiplied by it and then multiply by 100 in order to get a percent of variance. e.i hf_factor1 Human 
factors: factor 1 and for hf_factor2 Human factors: factor 2 was r= .320. This means that R²=0.1024 
and the percentage of variance is 10.24%. Human factor1 helps explain approximately 10% of the 
variance in responses related to human factor 2 which is not much variance.  
Human Factor 1  
The correlation between hf_factor1 Human factors: factor 1 and ui_factor User-interface and usability 
is r= .211. This means that R²=0.045 and the percentage of variance is 4.45%. Human factor explains 
approximately 4% of variance in responses related to user-interface and usability which is also not 




The correlation between hf_factor1 Human factors: factor 1 and sop_factor Standard operating 
procedure is r= .255. This means that R²=0.065 and the percentage of variance is 6.5% and this is not 
much.  
The correlation between hf_factor1 Human factors: factor 1 and t_factor Training was r= .311. This 
means that R²=0.097 ,the percentage of variance is 0.009 and the coefficient of determination is 0.9% 
which is also not much. Human factor explains approximately 0.9% in responses related to training. 
Human Factor 2 Vs user-interface and usability 
The correlation between hf_factor2 Human factors: factor 2 and ui_factor user-interface and usability 
is r= .730. This means that  R² = .532 and the percentage of variance is 53.3%. Human factor2 explains 
approximately 53.3% in responses related to user interface and usability which is rather a big 
difference.  
Human Factor 2 Vs Standard operating procedure 
The correlation between hf_factor2 Human factors: factor 2 and sop_factor Standard operating 
procedure is r= .505. This means that R² = .255 and the percentage of variance is 25.5%. Human factor2 
explains the responses related to the standard operating procedure. 
Human Factor 2 Vs Training 
The correlation between hf_factor2 Human factors: factor 2 and t_factor training was r= .487 . This 
means that R²=237 and the percentage of variance = 23.7%.  Human factor 2 explains responses related 
to the training. 
User-interface and usability Vs Standard operating procedure 
The correlation between ui_factor User-interface/ usability and sop_factor standard operating 
procedure is r= .542. This means that R² = .294 and the percentage variance = 29.4% of user 
interface/usability explains responses related to the standard operating procedure. 
User-interface and usability Vs Training 
The correlation between ui_factor User-interface/usability and t_factor Training was r= .484. This 
means that R²=.234 and the percentage of variance =23.4%. User interface/usability explains responses 





Standard operating procedure Vs Training 
Lastly the correlation between sop_factor Standard operating procedure and t_factor Training is r= 
.563. This means that R²=.317 and the percentage of variance is 31.7%.  SOP explains responses related 
to the training which is relatively a respectable amount of variance. 
4.9 Regression 
Pallant and Julie (2013) said that multiple regressions is a technique used to explore relationships 
between a dependent variable that is continuous against independent variables based on correlation(s). 
Furthermore, multiple regressions can be used to predict a particular outcome. Some of the types of 
multiple regression include standard or simultaneous, hierarchical or sequential and stepwise 
regressions. In this research, standard regression was used. This means that a list of independent 
variables was entered and the SPSS program  simultaneously does not automatically select on its own 
in which order will the variables go into the equation.  
The below table called the “Model Summary” reports the same value for Pearson r obtained with the 
correlation analysis and R2  is interpreted in order to highlight how much of the dependent variable is 
explained by the independent variables.                                                           
Table 4.18: Model Summary 
Model Summaryb 
Model R R Square Adjusted R 
Square 




1 .788a 0.622 0.554 0.51191 2.741 
    Significance Level of 5% 
Source: [Author’s own compilation] 
a. Predictors: (Constant), t_factor Training, hf_factor1 Human factors: factor 1, ui_factor User 
interface and usability, sop_factor Standard operating procedure, hf_factor Human factors: 
factor2.  
b. Dependent variable:p_factor Performance 
Table 4.18 above shows that Pearson r equals to 0.788 and the quared value gives R-squared equals to 
0.622. When this value is converted into a percentage, it can be viewed as 62.2%, which is the 
percentage in the dependent variable (performance) that is explained by the independent variables  




terms, 62.2% of the performance in the organisation is accounted for by the independent variables, 
which is very significant.  The other remaining 37.8% is accounted for by other factors which were 
not part of this research. The following ANOVA table shows if the model is significant or not 
significant at the significance level of 5%. 
Table 4.19: ANOVA                                                              
ANOVA 
Model Sum of Squares df Mean Square F Sig. 
1 Regression 12.056 5 2.411 9.201 .000b 
Residual 7.338 28 0.262     
Total 19.393 33       
 Significance Level of 5% 
Source: [Author’s own compilation] 
a. Dependent variable p_factor Performance 
b. Predictors: (constant), t_factor Training, hf_human factors: factor 1, ui_factor User-interface 
and usability, sop_Standard operating procedure, hf_factor2 Human factors: factor 2. 
Table 4.19 above shows the Anova sig. value is 0.000. This suggests that there is a significant 
confidence in the regression model used. This also means that the main hypothesis is accepted and the 
null hypothesis is rejected. Research emphasises ANOVA F test as a popular data analysis technique 
in academic research (Goodwin and Goodwin. 1985; Elmore and Woehlke. 1998; cited in Keselman, 
Huberty et al., 1998). In the table above the F-test / F-value was used to determine whether the 
regression analysis was significant. The ‘df” column in the table above shows the degree of freedom 
that is 33 in total and it reports that the regression has 5 degrees of freedom differences leaving a 
residual of 28. 
The following table shows variables that have a significant influence on 62.2% of performance which 
the organisation is able to account for. The table below was also used to construct a model which can 







Table 4.20: Coefficients                                                                                                                                     
Model Standardised Coefficients t Sig. 
Beta 
1 (Constant)   -0.018 0.986 
hf_factor1 Human factors: factor 1 0.230 1.830 0.078 
hf_factor2 Human factors: factor 2 0.416 2.320 0.028 
ui_factor User-interface and usability 0.172 0.956 0.347 
sop_factor Standard operating procedure 0.377 2.466 0.020 
t_factor Training -0.262 -1.749 0.091 
a. Dependent variable: p_factor Performance     Significance Level of 5%          
 Source: [Author’s own compilation] 
The results of the regression analyses show that the relationship between hf_Factor 1 Human Factors: 
factor 1 and performance is not significant because P-value = 0.078  which is more than 5%.  Therefore, 
the hypothesis is not supported.  
The results of the regression analyses show that the relationship between hf_Factor 2 Human Factors: 
factor 2 and performance is significant and positive because P-value = 0.028  which is less than 5%.  . 
Therefore, the hypothesis is accepted. 
The results of the regression analyses show that the relationship between ui_factor User-interface and 
usability and performance is not significant and positive because P-value = 0.347  which is more than 
5%.  . Therefore, the hypothesis is not supported. 
The results of the regression analyses show that the relationship between sop_factor Standard operating 
procedure and usability and performance is significant and positive because P-value = 0.020  which is 
less than 5%.  . Therefore, the hypothesis is accepted. 
The results of the regression analyses show that the relationship between t_factor training, and usability 
and performance is not significant and positive because P-value = 0.091  which is more than 5%. 






Table 4.21: Hypothesis summary 
Hypotheses P-Value Decision 
HA1 0.078 Rejected 
HA2 0.028 Accepted 
HA3 0.347 Rejected 
HA4 0.020 Accepted 
HA5 0.091 Rejected 
Source: [Author’s own compilation] 
Based on the above-mentioned only the human factor 2 and the standard operation procedure have a 
successful impact of the implementation of the eCRM application system at the medical industry. 
However, all independent variables should still be considered because the overall P-value was 0.000 
reflecting the significant relationship between the dependent and the independent variables.  
4.10 Business Process Re-engineering Model 
Figure 4.13 represents the business process re-engineering model proposed by the author followings 
research results of the current study. To achieve a successful implementation of an eCRM application 
system in the medical device industry that improve the business performance, the following points 
should be met: 
• Apply both the internal and external environment analysis. 
• Follow significant factors for a successful implementation of the eCRM application system. 
• Apply the critical success factors. 





Source: [Author’s Own Compilation] 




4.11 Chapter summary 
This chapter made use of statistical data analysis to investigate which of the identified variables are 
dependent or independent to each other. The chapter helped identify which hypohesis was supported 
and not supported by the outcomes of the results. 












5.1 Introduction  
This chapter provides recommendations that should be considered by organisations with the objective 
of successfully adopting a new eCRM application system. Recommendations are equally made with 
regards to future research that can help to unpack the process of a successful adopting and the 
implementation of an eCRM application systems. This last chapter also provides a summary of the 
research conducted.  
In chapter one of this research, the problem statement was identified. In chapter two literature review 
was provided to elaborate on how other researchers with the expertise on eCRM uncovered the reality 
behind eCRM adoption failure or success. The methodology of how the research was carried out in 
order to gather valuable and correct information was discussed in chapter three. Chapter one to four 
guided the researcher to propose a model formulated from other existing models such as the 
Technology Acceptance Model recommended by Legris, Ingham and Collerette (2003) and the eCRM 
Implementation Model discussed by Chen and Popovich (2003). 
Organisations in the medical industry that want to successfully adopt new technological systems such 
as an eCRM application system should consider the variables in the proposed model namely Human 
factor 1, human factor 2, User interface usability, standard operation procedure and the training . The 
most important variables to focus on according to the significant results of this research are the human 
factor 2 subsequently followed by the standard operating procedure. In this research, it was identified 
that the organisation under study should have an eCRM champion for better productivity. Based on 
the observations of this research, the organisation under study does have employees who are trained 
on the eCRM application system. However, their knowledge is about the broader system and not 
specific to the focal functions that impact the organisation’s operations.   
Information retention strategies such as the good document practices covered by ISO 13484:2016 
clause 4.2.4 and the control of documents pertaining to the SOP should be underlined. This approach 




processes to always document business processes and procedures easily comprehensible by non-
technical audiences. This will enable other employees to also make a meaningful contribution once 
knowledge is easily shared and understood through clearly documented procedures. This will 
ultimately decrease the current style of working in silos, increase collaboration within departments and 
certainly retain knowledge. It is important that management firstly identifies human factor_2 elements 
and thereafter invest time, effort, and skills in improving their documented procedures (SOP’s).  
5.2 Recommendations on the gap analysis 
Table 5.1 below represents the hindering factor or gap that affect successful implementation of the 
eCRM system as well as the alternative solutions. 
Table 5.1: Recommendations on the gap analysis 
Hindering Factor/Gap Alternative Solutions 
Employees were not involved in the 
decision-making process. The decision 
to implement an eCRM tool was 
autocratic causing employees to 
develop resistance.  
Get employee buy-in through motivation by highlighting the benefits and 
the impact that REXIS optimal usage can have on the organisation 
efficiency (360° customer view, 24/7 access, opportunity management, 
collaboration across all affiliates). In order to increase customer focus and 
satisfaction: 
• IT support from the Global Helpdesk may assign personnel who 
would assists Management Centre in South Africa 
• Provide employees with feedback on the utilisation of REXIS and 
establish SMART activity goals collaboratively (management and 
employees) 
There are connectivity challenges at 
the customer site. 
● REXIS should have offline functionality 
Incorrect data ● Data cleansing on REXIS should be planned in phases e.g. 
▪ Term 1 (01.02.2019 – 30.06.2019):  Contacts’ clean-
up/update  
▪ Term 2 (01.07.2019 – 30.12.2019): new account setup 
training 
● Provide a compulsory refresher training course for contacts and 





No REXIS SOP in place. Create/Author an SOP in collaboration with the relevant 
departments/stakeholders. This should be a SMART SOP that will be based 
on how the system is operated. The SOP will ensure business continuity 
even when someone resigns or is on leave. Ensuring that the standard 
operating procedures clearly articulate technical processes for better 
understanding. 
No locally appointed REXIS project 
champion/administrator/manager. 
• Appoint project champion from each department that uses REXIS. 
• REXIS UI should be simplified: Customised landing pages such 
that the user only has access to tabs they frequently use. 
End-user perception is not measured 
and monitored regularly 
Have Bi-annual reports mearing perception, training effectiveness and SOP 
effectiveness through conducting surveys.  
No process in place to measure 
competency on REXIS 
● Ensure certification of competency is obtained for REXIS usage 
capability.  
● Establish checklist for each role on REXIS requirements and provide 
training accordingly. This can be done in phases with a phase/section 
champion to improve long-term efficiency. 
● Periodic Training 
    Source: [Author’s own compilation] 
 
5.3 More Recommendations 
To help increase the adoption of eCRM (REXIS) and achieve its full utilisation, the following 
recommendations are proposed: 
A. Periodic Training  
Goldenberg (2002) stated that users trained on a system retain much of their training if they use the 
system shortly after training.   
• Assign training based on an agreed-upon list of REXIS requirements specific to the user’s role.  
• Provide periodic training sessions for each of the REXIS features that are specific (Accounts, 
Contacts, Dashboard, Opportunities, Chatter and Reports). 
• In order to reach the highest level of utilisation, training can be provided in phases for specific 




• Providing different training methods – hard copy, face to face, e-learning  
B. Data cleansing on REXIS planned in phases. 
Before the system is implemented, it is important to have all the data in one repository to ensure that 
it is cleansed by removing all duplications and standardising data point mappings. This ensures that 
the system presents the organisation information accurately (David J. Finnegan, 2010: 158). Doing 
this requires a plan that outlines the followings: 
• The expected/desired data formatting to be loaded and recognised by the new system (i.e. 
standardise the data format) 
• Establish a planner that outlines high-level milestones based on how the system is expected to 
work e.g., REXIS needs an engineer assigned to a customer case before a service call can be 
closed. Thus, updated, and correct customer details and last service information should be 
available on REXIS all the time. 
• All aspects/fields of data and the dates by which those fields should be fully cleaned (time 
schedule outlining different activities and terms). 
• When the data looks like the expected/desired data, then it may be loaded onto the system. 
C. Local REXIS Champion and Trainer (Dedicated CRM Administrator) 
• A local REXIS champion and trainer should be appointed. The candidate(s) would need to 
build strong relationships, show leadership, and help improve the  REXIS Salesforce.com 
utilisation by the company. The candidate(s) will have to be able to execute decisions quickly 
and effectively through listening, leading, and supporting other end-users. 
• The candidate(s) will have to obtain certified REXIS Salesforce.com Global Training in order 
to be qualified as trainer(s) and be able to assist with REXIS Salesforce.com related queries 
and problems. 
• Having an eCRM champion, research shows that organisations can increase the adoption of 
CRM Systems and the quality of information. 
• Having a REXIS Champion will increase engagement levels within the team. Thus, 
encouraging productivity. Research highlights that when employees have support internally, 






5.4 Proof of Concept (presentation to management)  
The table below is a list of stakeholders that were part of the panel presentation. Meetings were set 
with stakeholders to get feedback about the proposed solutions and recommendations. Key solutions 
were prioritised based on the attendee’s responses, comments, and feedback. Information gathered 
from this engagement of stakeholders is summarised below: 
Table 5.2:  REXIS stakeholder audience 
Presented findings and recommendations to the following stakeholders  
1. Rajendren Bhimaraj (Country Manager and Head of Management Center sub-Saharan Africa) 
2. Alan Yates (Head of Professional Services) 
3. Duncan Mckay (Head of Finance) 
4. Faith Masilo (Head of HR) 
5. Peter Eikhaus (Head of Sales) 
6. Refilwe Ntwagae (HR Business Partner) 
7. Carla Davids (Learning and Development Manager) 
8. Sello Malete (Head of Quality and Regulatory) 
9. Peter Degroot (sSA Regional Manager) 
10. Egon Schrenk (Head of IT) 
11. Ronelle Larsen Duke. CE Program Manager 
12. Pamela Naidoo Duke. CE Project Director 




The research conducted was able to unpack hindering factors that have a significant influence when it 
comes to a successfully adopting a new eCRM application system at the medical industry. The factors 
identified to be critical for a successful implementation of a new eCRM application system are a 
Human factor:1 and Standard Operating Procedures. Although variables such as human factor 2, user-
interface and usability and training were not statistically significant, their combination with the 
significant ones create a degree of significance in improving the overall business performance.  
Top Management characteristics can influence the likelihood of eCRM implementation but not its 




which were not explored in this research must be considered before and during the adoption phase. It 
was discovered that global management had influenced local management on eCRM implementation 
but expected the local management to ensure that the correct adoption strategies are in place and 
followed. The eCRM adoption is likely unsuccessful due to lack of knowledge on adoption strategies 
since much of that responsibility would heavily rely on top management. The C-suite should clearly 
document their SOPs and understand the human factor issues involved that can impact the adoption 
strategies for newly implemented eCRM application systems and share with local management so they 
can guarantee that those strategies are followed. There is a relationship between human factor 
(perceptions), user-interface, standard operating processes and training that contribute towards 
performance enhancement although only two factors were highly significant. An eCRM application 
system delivers different features and capabilities; failure of end-users to adopt a new eCRM system 
is due to lack of time and effort put into addressing the critical factors identified in this research. 
Management must put more emphasis is placed in addressing these variables that have an impact on 
business performance improvement.  
More recommendations were proposed to management in order to close the gaps identified. These 
recommendations included the following:  
• Get employee buy-in,  
• IT support from the Global Helpdesk,  
• Provide  employees with feedback on the utilisation,  
• The eCRM application system should have offline functionality,  
• The system should go through data cleansing,  
• Provide a compulsory refresher training course,  
• Create/author an SOP in collaboration with the relevant departments/stakeholders,  
• Appoint project champion from each department that uses the eCRM application system,  
• UI should be simplified,  
• Have Bi-annual reports reflecting  perception, training effectiveness checks,  
• SOP effectiveness checks through conducting surveys and,  
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Appendix 1 : Questionnaire 
Section A  
Demographics 
Instruction: kindly indicate the extent of your agreement with the statement below by ticking [√] one of the 
spaces provided. 
 
1. Gender       2. Age 







3. Highest qualification obtained   4. How long have you been with this organisation? 
Grade 11 or lower 1 
Grade 12 (Matric) 2 
Certificate 3 
Diploma 4 
Bachelor’s degree 5 
Honour’s degree 6 
Master’s or Doctoral degree 7 
 
5. What is your designation? 
Apps graduate 1 
FSE graduate 2 
Apps permanent employee 3 
FSE permanent employee 4 
Administrator contractor 5 
Area manager 6 
FSE/ Apps Team leader 7 
Service area manager 8 
Other 9 
18-25 years   
26-35 years 2 
36-45 years 3 
46-55 years 4 
56 years or older 5 
Less than 2 years 1 
2-5 years 2 
5-10 years 3 
10-15 years 4 
15-20 years 5 





Instruction: Kindly indicate the extent of your agreement with the statement below by ticking [√] one of the 
spaces provided.  
The following questions are specifically related to the newly implemented eCRM system (REXIS) 
1. How often do you work on REXIS? 
Daily  1 
A few times a week 2 
Weekly 3 
Every second week 4 
Monthly 5 
Every few months or less 6 
 


























































3. How important is it to be included in the decision-
making process when implementing a new 
system (REXIS). 









Kindly indicate the extent of your agreement with the statement below by ticking [√] one of the spaces 
provided.  













































HF1  I feel encouraged using REXIS to do my job 1 2 3 4 5 
HF2  I am open-minded when it comes to facing 
the challenges of a new system 
1 2 3 4 5 
HF3  My opinion of the CRM system affects how 
I use it 
1 2 3 4 5 
HF4  I understand the purpose of using REXIS  1 2 3 4 5 
HF5 Most user productivity problems result from 
lack of motivation to use REXIS 
1 2 3 4 5 
 
 













































UI1 I feel comfortable enough to use the 
system without supervision 
1 2 3 4 5 
UI2 I find it easy to use the system while 
working on site (at the customer)  
1 2 3 4 5 
UI3 The CRM system (REXIS) is user-friendly 1 2 3 4 5 
UI4 REXIS is a better CRM tool compared to 
previous technologies e.g. clarify 
1 2 3 4 5 





















































SOP2 The standard operating procedure is clearly 
described 
1 2 3 4 5 
SOP3 It is not necessary to simplify the standard 
operating procedure 
1 2 3 4 5 
SOP4 The quality of the services rendered to customers 
is determined by the effective use of REXIS 
1 2 3 4 5 















































T1 I found the training instructor to be an effective 
lecturer 
1 2 3 4 5 
T2   
The training instructor is easily accessible for help 
1 2 3 4 5 
T3 I consider myself well trained on the system 1 2 3 4 5 
T4 I think refresher training(s) will improve my skills 1 2 3 4 5 
T5 I now have a decent understanding of CRM due 
to REXIS 
















































P1 CRM Technologies helps me effectively manage my 
customers information  
1 2 3 4 5 
P2 CRM Technologies gives competitive advantage 
over competitors 
1 2 3 4 5 
P3 CRM technologies helps streamline different 
departments 
1 2 3 4 5 


















































SP1 REXIS data is accurate 1 2 3 4 5 
SP2 REXIS system increased the departments 
productivity  
1 2 3 4 5 
SP3 REXIS provides up-to-date information instantly 1 2 3 4 5 
SP4 The implementation of REXIS resulted in reduced 
paperwork 
1 2 3 4 5 
SP5 REXIS improved the organisational processes as 
a whole 
1 2 3 4 5 
SP11. Do you receive any form of reports on incorrect information? 
Yes 1 
No 2 




Quarterly  4 
Yearly 5 
7. Challenges 
CH1. Does it take long to Login and capture customer data using the REXIS CRM system? 
Yes 1 
No 2 
P5 REXIS system provides information for easy decision 
making 









Appendix 3: Newly Proposed SOP to management 
Proposed SOP  
           Process Owner: 
 Title Department 
Quality Manager Quality and Regulatory  
As the author or reviewer, your signature indicates that this document accurately and 
comprehensively reflects technical and other relevant aspects based on company policies, 
divisional Q standards and guidelines.  Minimum requirement of one reviewer. 
 
             Author: 
 Name Department 
Khotso Seema Quality Assurance and Regulatory  
Linda Chetty   Finance 
 
            Reviewer: 
Name Department 
Alan Yates Head of Professional Services 
Peter Eickuas Head of Sales 
Meahni Pieterse I.T manager 
 
             Approver: 
Name Department 
Duncan Mackay a.i General Manager and Head of Management 





0. Change History 
1. Purpose 
2. Scope 
3. Definitions and abbreviations 
4. Associated and Reference Documents 
5. Roles and Responsibility 
6. Procedure 
7. Record Retention 
8. Training requirements and Distribution list 
 
1. Change History 
History of changes  
Version Start/Review Date 
dd-mmm-yyyy 
Replaces Summary of changes 






To perform Data Verification on REXIS Installed Base on instruments leased out to customers 
against the Fixed Asset Register. 
RDSA Quality Assurance (QA), Finance, Professional Services and Sales should therefore 
be committed to; 
• Compliance to the outlined processes that will increase REXIS data accuracy for Installed and 
de-installed instruments at customer sites as described in their relevant SOP’s (see Section 4 





The SOP covers the process which should be followed for performing verification of REXIS 
Installed Base. 
4. Definitions 
Term / Acronym Definition 
REXIS Roche Excellence In Sales and Services 
I.B Installed Base 
CRM Customer Relationship Management 
SAP Systems Applications and Products 
ILM Instrument Lifecycle Management 
FSE Field Service Engineer 
GDC Global Deal Calculation 
RDSA Roche diagnostics South Africa  
5. Associated and Referenced Document 
RFIN-002 Instrument Lifecycle Management 
RFIN-005 Global deal Calculation 
RTS-008 Instrument installation 
RTS-007 Workshop Repair Instrument Document 
RTS-024 Product Notification Management 





6. Role and responsibility: 
Role Responsibilities 
Quality Assurance Department  Performs I.B verification once a year on REXIS as 
outlined in section 6 of this procedure.  
Finance Department  Responsible for the creation of Master Data 
verification reports and analysis in order to update 
REXIS data and increase data accuracy. Should 
there be any discrepancies, further investigations 
have to be done and corrective action is taken to 
ensure accuracy on REXIS I.B data  
Sales Department  Responsible for maintaining correct customer 
information as outlined in section 6 below and in 
associated documents listed in section 4. 
Professional services  
(Field Service Engineer)  
Must provide REXIS Installed Base report as per 
specifications mentioned in section 6 and upon 
request from the finance team job cards can be 
submitted. 
7. Procedure 
Auditing SAP and REXIS Installed Base 
QA Department should perform data verification on REXIS Installed Base twice a year. 
To ensure the following information is constantly maintained, updated, and valid, a sample size from 
the population of active Domestic and Export market I.B accounts found on the CRM system should 
be drawn randomly in order to eliminate being bias by giving all buying accounts with an “active 
status” an equal chance to be chosen. Accounts, where the instrument is located, can be identified with 
006050… (sold-to) OR 006060… (ship-to) account. number. Preferably all RDSA instruments should 
be located in a 006050… account number unless the sold-to account (00605) has multiple ship-to 
accounts (00606). Where this is the case, all 606 accounts must be merged and linked to a 605 account 
(sold-to) on REXIS.  
The I.B procedure shall be used to perform verification on the following details:  




Account name: (Should be the Customers),  
Account record type: (Should be “Buying”) 
Sales organisation: (Always RD South Africa),  
Status of the account: (Specify if active or not active), 
Account number: 006050… 
• Account information details 
Phone number: (Should be the Customers) 
Email: (Should be the Customers) 
Website: (Should be the Customers) 
• Address information  
Primary address: (Should be the Customers) 
Mail to country: (Should be the customers) 
Mail to street 
Mail to city 
Mail to zip/postal code 
Customer information and account status shall be checked to see whether contact details are 
correct for both Roche leased and outright purchased instruments. For customers who have 
an active status, the following information under the “instruments tab” (Bill to service) shall 
undergo a verification process: 
• Installed Base 
• Serial No 
• Material Description 
• Material Number 
• Product Hierarchy must correctly be defined 
• Status 





The contact fields that need to be confirmed (linked to REXIS Salesforce) are the 
following: 
1. Name, 2. Surname, 3. Phone, 4. Email, 5. Institute (Account), 6. Contact Role/Positio, 7. 
Data Privacy, 8. Contact about Products, 9. Other Systems question. 
 
Data Privacy: Are we allowed to store your contact details in our database? 
Contact about Products: Are we allowed to phone you about products? 
Other system question:  Can we store your details in other Marketing systems? 
Note: when some of the information from the sample size is deemed invalid after the 
verification process e.g. Incorrect instrument location or incorrect customer contact details, 
the auditor shall issue a Corrective Action/Preventive Action and request the finance 
department to Validate the master file (equipment master, asset register and their REXIS 
report) to ensure information on SAP aligns with information reflected on REXIS and if that is 
not the case, the finance and QA representative shall determine the root cause (Refer to 
master file contents below in Annexure 2). 
Note: All leased equipment has to have service contracts, so this should also be a verification 
point when reviewed. 
Ensuring REXIS I. B data accuracy through GDC and SAP-Movement Wizard  
Only new installations shall be done through GDC process and thereafter loaded on SAP.  
Regarding de-installations, sales representatives shall ensure REXIS data is constantly 
accurate by submitting “movement wizards” to the finance department in order for the data 
on SAP and REXIS to be updated.  
Note: training on Movement Wizard shall determine competency on the correct process for 
De-installation – DEIN, Scrapping – SCRP, Transfer Physical – TRPH, and Transfer Base – 
TRIB, therefore, certificates of training must be provided after each training session and they 




Note: Job cards for servicing instrument(s) must be made available as and when requested 
to further validate if the information regarding the location of the instrument is accurate (refer 
to Annexure3). 
0. Record Retention 
Records must be maintained according to the organisation's records retention schedule 
1. Training requirements and Distribution List 
Personnel involved in the process of installations, de-installations, I.B data verification (Sales, 






Annexure 1: REXIS Verification for Installed Base   































Sales visit to customer
(Capture/update customer requirements and 
contact details)






















Annexure 2: SAP master file 
 
FIELD NAME SOURCE 
              
1  Asset No. SAP EQUIPMENT MASTER (INSTALLED BASE) 
              
2  Equipment No. SAP EQUIPMENT MASTER (INSTALLED BASE) 
              
3  Country SAP EQUIPMENT MASTER (INSTALLED BASE) 
              
4  Material no. SAP EQUIPMENT MASTER (INSTALLED BASE) 
              
5  Description SAP EQUIPMENT MASTER (INSTALLED BASE) 
              
6  Prod Category SAP EQUIPMENT MASTER (INSTALLED BASE) 
              
7  Serial No. SAP EQUIPMENT MASTER (INSTALLED BASE) 
              
8  Sold to Acc No. SAP EQUIPMENT MASTER (INSTALLED BASE) 
              
9  Sold to Name SAP EQUIPMENT MASTER (INSTALLED BASE) 
            
10  Ship to No. SAP EQUIPMENT MASTER (INSTALLED BASE) 
            
11  Ship to Name / Site location SAP EQUIPMENT MASTER (INSTALLED BASE) 
            
12  Material Number: Material No REXIS 
            
13  Instrument Line REXIS 
            




            
15  Instrument Location: Account Name REXIS 
            
16  Instrument Location: Primary Country REXIS 
            
17  REXIS - Instrument Location: Name1 REXIS 
            
18  
REXIS - Installation Date at Customer 
Site REXIS 
            
19  
REXIS - Last Service Maintenance 
Date REXIS 




Annexure 3: Job card 
Note: Equipment in Export markets may not all have field service reports associated due to 






Appendix 3:  Evidence of a case study 
 
